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T a b l e  1  L i s t  o f  A b b r e v i a t i o n s  
 
 
 

LIST OF DEFINITIONS 
Term  Definition Source 

assessment  

Assessment is an appraisal that an organization does 
to and for itself for the purposes of process 
improvement 

http://www.sei.
cmu.edu/librar
y/abstracts/rep
orts/06hb002.c
fm 

assessment 
instrument 

a tool or set of tools that used throughout an 
assessment to assist the assessor in evaluating the 
performance or capability, in handling data and 
recording the assessment results 

ISO 15504 
3.6 

capability 
dimension 

the set of process attributes comprising the capability 
aspect of the reference model of processes and 
process capability 

LOON van 
Han (PA & 
15504) 

customer Organization or person who receives a product; Each 
of us is customer and supplier but not at the same 
time ISO 9000:2005

evaluation 
An evaluation is an appraisal in which an external 
group comes into an organization and examines its 
processes as input to a decision regarding future 
business or for monitoring current business 

http://www.sei.
cmu.edu/librar
y/abstracts/rep
orts/06hb002.c
fm 

Kaizen     
KPI Criteria of success, remains stable while targets may 

change (increase or decrease) lecture 

method a particular way of doing something 

Cambridge 
Dictionary of 
American 
English 

model     
process set of interrelated or interacting activities which 

transforms input to outputs ISO 15504 

process 
A process is a series of actions that you take in order 
to achieve a result 

Cambridge 
Dictionary of 
American 
English 
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process 
attribute 

a measurable characteristic of process capability 
applicable to any process 

LOON van 
Han (PA & 
15504) 

process 
capability the ability of a process to achieve a required goal 

LOON van 
Han (PA & 
15504) 

process 
improvem
ent 

actions taken to change an organization's processes 
so that they more effectively and/or efficiently meet 
the organization's business goals 

ISO 15504 
3.40 

process 
performan
ce 

the extent to which the execution of a process 
achieves its purpose 

ISO 15504 
3.45 

process 
reference 
model 

a model comprising definitions of process in  life 
cycle described  in terms of purpose and out comes, 
together with an architecture describing the 
relationships between processes 

ISO 15504 
3.48 

product Result of a process, may be a physical product or a 
service ISO 9000:2005

supplier Organization or person that provides a product (e.g 
producer, distributor, provider of a service)  ISO 9000:2005

TQM Approach of company management focused on 
quality, which is based on the participation of all its 
members. 

TQM 
John S. 
Oakland 

 
 
T a b l e  2  L i s t  o f  D e f i n i t i o n s  
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ABSTRACT 
T op ic  o f  th e  p ap er  

 
By  th i s  mas t e r  t h es i s  t h e  q ue s t io n  on :   
 

D oe s  th e  Q MS /P MS 1 c on t r ib u te  an d  t o  w h ich  e x ten t  t o  
s a t i s f y  cu s to mer  r eq u i r e me n t s ?  
D oe s  th e  Q MS /P MS  s t r u c tu r a l l y  s t i mu la t e  a  co n t inuous  
p r oces s  i mp r o v e men t  p r o c e s s?   
 

s h o u ld  b e  an s w ere d .   
 
T he  r e s u l t  o f  t h i s  M as t e r  T he s i s  s h o u ld  h e l p  an  o r g an i z a t io n  to  
i mpr o ve  an d  d ev e l o p  th e i r  b u s i ne s s  p ro ces s es ,  t o  i n c r e as e  
e f f i c i enc y  an d  cu s to mer  s a t i s f a c t i on .  
 

Su bjec t  ma t ter  a nd  o bj ec t iv es  
 
T o  dev e l op  a n  au t o mo t iv e  b u s ine s s  ma n a g e men t  mo d e l  an d  an  
a u to mo t i v e  p r o c es s  i mp r o ve me n t  t o o l .  T o  en ab le  an  o r g an i z a t io n  
to  i mp r o v e  a nd  d ev e l op  t h e i r  bu s in es s  p r o ce s s e s  w i t h  th e  a i m o f  
e f f i c i enc y  i nc r eas e  an d  su s t a in ab l e  c us to mer  s a t i s f ac t i o n .  
 

Hy p ot h es i s  an d  meth o d s  u sed  
 
G o o d  P e o p l e  +  G o o d  P ro c e ss e s  =  G o o d  R e su l t s  
 
T o  co l l e c t  t h e  r eq u i r ed  i n f o r ma t ion  l i t e r a tu r e  s t u dy ,  i n t e r ne t  
r e s e a r ch ,  n o r ms  an d  s t an d a r d s  a s  w e l l  a s  cu s to me r  r eq u i r e men t  
s p ec i f i c a t io n s  w er e  s tu d i e d  p r io r  t o  t h e  d ev e lo p me n t  o f  t h e  
mo d e l  an d  to o l .   
 

R es u l t s  
 

T h e  r e s u l t  i s  an  ap p l i c ab l e  t o o l  t o  a s s e s s  t h e  ma t u r i ty  l ev e l  o f  a n  
o r g an i za t io n  an d  t o  s e t  u p  r e l a t ed  i m pr ov e me n t  p l an s .  
 

C on c l u s ion / Fu tu r e  p r os p e c t s  
 
A  qu a l i t y  d r i ven  o r gan i s a t i o n  may  us e  th i s  t o o l  t o  s u p p or t  t h e i r  
c on t in uo u s  i mpr o v e men t  p ro ce s s .  T he  s co p e  o f  t h e  ma t u r i ty  
a s s e s s me n t  t oo l  i s  n o t  co mple t ed  w i th i n  t h i s  mas t e r  t h e s i s .  A n  
e n t e r p r i s e  s p e c i f i c  a d ap t io n  b as ed  on  th e i r  key  bu s in es s  
p ro ces s e s  i s  ne ed ed  f o r  co mple t io n  o f  t h e  t oo l .   
  
                                                 
1 Q M S … . Q u a l i t y  M a n a g e m e n t  S y s t e m ;  P M S … . P r o c e s s  M a n a g e m e n t  S y s t e m  
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1  INTRODUCTION 
 
 

1.1  Visual izat ion  of  content  s tructure  
 

 
 
F i g u r e  1 ,  s t r u c t u r a l  c o n c e p t  o f  t h e  M T  
 

1.2  Motivat ion 
 
W i t h i n  m y  lo n g  t i m e  w o r k i n g  ex p e r i en c e  i n  t h e  a r e a  o f  q u a l i t y  
an d  p r o c e s s  ma n ag e me n t  I  a m f r e qu e n t ly  co n f r on te d  w i th  t h e  
co n t r ad i c t i o n  o f  t h e  b u r e au c r a t i c  a p p r o a c h  o f  t he  n o r m 
r e q u i r e m e n t s ,  t h e  n e ce s s i t y  f o r  b u s i n es s  f l ex i b i l i t y  d u e  t o  
cu s to me r  an d  b us i n es s  r e qu i r e me n t s  a n d  th e  d e ma n d  to  
co n t inu o us ly  i nc r e a s e  t he  o rg an i za t io n  e f f i c i en cy .  My  mo t iv a t i on  
fo r  t h i s  mas t e r  t h e s i s  i s  t o  dev e l op  a  p r ac t i c a l  t oo l ,  app l i c ab l e  
fo r  t h e  au to mo t iv e  b u s i ne s s  p r o ces s es  w i th  t h e  p r e t en s i o n  t o  
r e s o lv e  t h e  men t io ned  co n t r ad i c t i on .    
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1.3  Definit ion of  the research problem 
 
Cus to mer  r equ i r e men t s ,  a cce l e r a t io n  o f  t i me  t o  mar k e t ,  g lo ba l  
a c t in g  co mp an i es  an d  s y s t e m r eq u i r e men t s  a r e  s o me  o f  t h e  
l e ad ing  f a c to r s  t o  i mp le me n t  a  bu s ine s s  p r o ce s s  man ag emen t  
sy s t e m.  T he  d o mi n an t  mo t iv a t io n  to  i mpr o v e  ma in l y  th e  f in an c i a l  
r e su l t s  o f  a  co mp any  co ncen t r a t e s  t he  ava i l ab l e  r e sou rc es  and  
ac t iv i t i e s  a cco rd in g l y .  D u e  to  t h i s  t h e  eva l u a t i o n  o f  t he  
e f f i c i enc y  an d  e f f ec t i ve ly  o f  t h e  i mp le me n t e d  p r oce s s  
man a g e men t  s y s t e m h as  no t  t h e  p r io r i t y  i t  s ho u l d  hav e .  
S y s t e ma t i c a l ly  c on t in u ou s  i mp r o v e men t  o f  t h e  p r o ces s  
man a g e men t  s y s t e m i s  ex e c u te d  on  a  l ow  l ev e l  o f  ex p e r t i s e  a nd  
e f f o r t  on l y  o r  t h e  po ten t i a l  i mp r o v e men t  po s s i b i l i t i e s  a r e  i g n o r e d  
a t  a l l .  T y p ic a l ly  t h e  u s e d  qu a l i t y  n o r m ( e .g .  I S O  90 0 1 ,  T S  
1 69 4 9)  mo t iv a t e s  a n  o r g an i z a t io n  to  r e ach  an d  ma i n t a in  a  ce r t a i n  
q ua l i t y  man ag e me n t  sy s t e m i nc lu d in g  p r o ce s s  d e f i n i t i o n .  
H o w ev er  t o  s t r i v e  f o r  b us i nes s  ex c e l l en ce  an  a d d i t i o na l  p u s h  i s  
r eq u i r ed  t o  mo ve  f r o m a  " c e r t i f i c a t io n  r e a ch ed  me n t a l i t y "  t o  a  
co mp an y  cu l tu r e  w h er e  s e l f  l e a r n in g  me t h od o l og ie s  a r e  an  
i n t eg r a t ed  a s s e t  o f  t he  en t e r p r i s e  and  h as  t h e  h ab i t  o f  ne ve r  
e nd in g .      

1.4  Outl ine  of  the  main research quest ion 
 
D o es  the  Q MS /P MS 2 co n t r ib u te  an d  t o  w h ich  e x ten t  t o  s a t i s fy  
c us to me r  r eq u i r e men t s ?  
D o es  the  Q MS /P MS  s t r uc t u r a l l y  s t i mu la t e  a  co n t i nu ou s  p r o ce s s  
i mpr o ve m en t  p r o c e s s?   

1.5  Hypothes is  
 
           

G oo d  P e o p le  +  G o o d  P r oc e s s es  =  G o od  R esu l t s* )  
 
 
 
     * )  t h e  s c o p e  o f  t h i s  M T  i s  l i mi t ed  t o  “g o o d  p r o ces s es ”   
  

                                                 
2 Q M S … . Q u a l i t y  M a n a g e m e n t  S y s t e m ;  P M S … . P r o c e s s  M a n a g e m e n t  S y s t e m  
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2  METHODICAL APPROACH 

2.1  Select ion of  background information 
 
F o r  t h e  i n i t i a l  p a r t  - S t a nd a r ds ,  N orms  -  I  u s ed  t h e  mo s t  up d a ted  
v e r s ion s  o f  t h e  p u b l i s h ed  n o r m do cu me n t s .  S t a t e  o f  t h e  a r t  
k no w ledg e  fo r  t h e  t op i c  - Bu s in es s  P r oc es s  M a nag e men t  - ,  a s  t h e  
e s s en t i a l  i n pu t  i n f o r ma t io n  f o r  t he  p a r t  3 .2  o f  t h i s  M as t e r  Th es i s ,  
w as  f o u nd  a t  t h e  l i b r a r y  o f  t h e  T U  V ie nn a .  T h e  s u m ma r y  o f  
l i t e r a tu r e  s e l e c t i on  c an  b e  f o un d  a t  T ab l e  8  B i b l i og r a ph y .  
A d d i t io n a l  l i t e r a t u r e  a r e  f r o m p r iv a t e  s o u r c es  an d  o w n  b o o k s  t o  
f eed  th i s  ch ap t e r  o n  a  b r o ad e r  s co p e .  T h e  cu s t o me r  r eq u i r e men t s  
a s  u s ed  i n  t h e  ch a p te r  S u p p l i e r  R eq u i r e men t  S p e c i f i c a t i o n  
a r e  d o cu me n t s  p u b l i c  av a i l ab l e  on  t h e  I n t e r n e t  p a g e s  o f  t h e  
r e s p e c t i v e  co mp an i es .  

2.2  Literature study 
 
B oo k  r e a d in g ,  d i s t i l l a t i o n  o f  k ey  mes s ag es  and  av a i l ab l e  
r e s ea rch  r e s u l t s  t o  b u i l t  on  f o r  t h e  M as t e r  T he s i s  t o p i c .  
L i t e r a tu r e  s tud y  i s  u sed  to  d e f in e  s t a t e  o f  t h e  a r t  kn ow h o w  f o r  
b us ines s  p r o ces s  man ag e men t .  Th e  ev a lu a t io n  o f  t he  cu s to mer  
r eq u i r e m en t s  i s  b a s ed  o n  cu r r en t  av a i l ab l e  d oc u men t s  i s s u ed  b y  
th e  r e s pe c t iv e  cu s t o mer .   

2.3  Informat ion retr ieval  
 
L ib r a r y  o f  t h e  T U  –  V ienn a ;  I n t e rn e t  r e s ea r ch ,  S up p l i e r  s i t e s  on  
th e  I n t e rn e t  o f  T ie r 1 and  O EM  cus t o mer ;  Con t i n en t a l  I n t r an e t  f o r  
N o r ms ,  S t an d a r d s  a n d  P r o c e s s  mod e l ;  D i s c u s s i o n  w i t h  e x p e r t s  
work in g  in  t he  Qua l i t y  an d  Sa l e s  d epa r t men t  o f  Con t inen ta l  
A u s t r i a ;  
 

2.4  Working methods  
 
Deve lop men t  o f  t he  concep t  f o r  t he  Mas t e r  Thes i s  und e r  
con s id e ra t i o n  to  f i n d  an s w er s  on  t he  ma in  r e s ea r ch  qu es t i ons .  
A p p r o p r ia t e  l i t e r a tu r e  s e l e c t ion  an d  r e a l i z a t io n  o f  o t h e r  v a lu a b l e  
i n f o r ma t i on  s ou r c e s .  C ap t u r e  o f  e s s e n t i a l  s t a t e me n t s ,  mo d e l s  a n d  
th eo r i e s  s u p po r t in g  the  ans w er  on  t h e  r e s ea r ch  q ues t io n  an d  
b u i ld ing  t he  f un d a me n t a l s  f o r  t he  ma s t e r  t he s i s  r e s ea r ch  
a pp r o a ch .     
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2.5  Research approach 
 
T he  p ro ces s  r equ i r e men t s  an d  de f in i t i on s  a s  men t ion ed  in  t h e  
n o r ms  a r e  a n a ly zed  an d  d es c r ib ed  ( s e e  3 . 1 ) .  I n  d ep t h  s t u dy  o f  t he  
l i t e r a tu r e  f o r  p r oces s  man a ge men t  i n c lu d in g  p ro ce s s  p e r f o r man c e  
meas u re m en t  a r e  s u mma r i z ed  a t  ch ap t e r  3 . 2 . Ch ap te r  0  d e a l s  w i th  
th e  av a i l a b l e  mo d e l s  f o r  p r o ce s s  a s s es s men t  a n d  i mp r o v e men t  
mo d e l s .  
C u s t o me r  r e q u i r e me n t s  a r e  e v a lu a t ed  and  co mmu na l i t i e s  a r e  
d oc u men t ed  in  ch a p t e r  0  b a s ed  o n  a  s e l e c t io n  o f  ty p i ca l  T ie r 1  
cus to me r ,  on ly  John  Dee r  i s  an  O EM .  I n  ch ap te r  0  a  me t h od ic a l  
a pp r o a ch  i s  w o r k ed  ou t  i n  o r d e r  t o  f i n d  p r a c t i c a l  an sw e r s  on  t he  
r e s e a r ch  qu es t io n s  o u t l i n ed  a t  1 .4  
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3  Literature study 
3 .1  Standards,  Norms  

I n  th i s  ch ap t e r  an  i n s ig h t  i n  ap p l i cab l e  s t an d a rd s  and  no r ms  u s ed  
a s  b ack gr ou n d  fo r  t h i s  mas t e r  t h e s i s  i s  g iv en .  
  

3 .1 . 1  In t roduc t ion  to  th e  IS O 9000  f a mi ly  
 
I S O /T C  1 7 6  i s  t h e  " u mbr e l l a "  c o mmi t t e e  u n d e r  w h i ch  th e  I S O  
9 00 0  s e r i e s  o f  qu a l i t y  man a g e men t  a nd  q u a l i t y  a s s u r an c e  
s t and a r ds  a r e  b e i n g  d ev e lo p ed .  Th e re  a r e  t h re e  S u bco mmi t t e es  
( S C) ,  1  W or k i ng  G r ou p  a nd  3  T as k  G r ou ps  und e r  I S O /TC  1 7 6  
th a t  a r e  p r o du c in g  s t and a r ds  an d  gu id an ce  do cu men t s  i n  t h e  a r eas  
o f :   
S C 1   C on c e p t s  an d  T e r mi no lo gy  
S C 2   Q u a l i t y  Sy s t e ms  
S C3   su pp o r t i n g  T ech no lo g i e s  
S TT G S p an i s h  Tr an s l a t i on  T as k  G ro u p  
A TT G A r ab ic  T r ans l a t io n  Tas k  G ro u p  
CA LG   Con f o r mi ty  A s ses smen t  L ia i son  G r oup   
I SO /TC 1 7 6  ha s  a  C ha i r ' s  S t r a t eg i c  A d v i s o ry  G r ou p  ( CS AG )  to  
a c h i ev e  a  n u mbe r  o f  o b je c t i ve s  a s s o c i a t ed  w i t h  o u r  S t r a t eg i c  
V i s i on   
 
T he  f ou r  s t an d a rd s  a r e :  
 
ISO  90 00:  Fun damenta l s  a n d  Vo ca bu lary :  
D es c r ib e s  t h e  fu n d am e n t a l s  o f  a  Q u a l i t y  M an a gem e n t  S ys t em  
( Q M S )  a nd  sp ec i f i e s  t h e  t e r m in o log y  fo r  a  Q M S .  
 
ISO  90 01:  Qu a l i t y  man a ge men t  s y s t ems   
S pe c i f i e s  r e qu i r em e n t s  f o r  a  Q M S w he re  a n  o r ga n i z a t i o n  n e e ds  
to  dem on s t r a t e  i t s  a b i l i t y  t o  p r o v id e  p r o du c t s  t h a t  m e e t  cu s t om e r  
r eq u i r em en t s  an d  a pp l i c ab l e  r eg u l a t o r y  r eq u i r e m e n t s  a nd  a im s  
to  en ha n c e  c us to m e r  s a t i s fa c t io n .  
 
I SO  90 04:  Gu id e l i n es  f o r  per fo r ma n ce  i mp r o vem en t s :  
P ro v i d e  g u id e l in e s  f o r  b o th  t h e  e f f e c t i v en es s  a n d  e f f i c i en c y  o f  
t h e  Q M S.  T h e  a i m  o f  t h i s  s t a nd a rd  i s  t he  im p r ov em en t  o f  t h e  
p er fo r m an c e  o f  an  o r ga n i z a t ion  an d  t h e  s a t i s fa c t io n  o f  c us to m er s  
a nd  o th er  i n t e r es t e d  pa r t i e s .  
 
ISO  19 011 :  Gu id e l in es  f o r  qu a l i t y  a n d /or  en v i ro n ment a l  
m an a gem en t  s y s t e ms  a u d i t i n g :  
P ro v i d es  gu id a nc e  o n  a ud i t i ng  q ua l i t y  an d  en v i r o n m e n t a l  
m a na g em en t  s y s t e m s  
 
T o ge th er  t h e  fo ur  s ta nd ar d s  ( IS O  9 000 ,  ISO  9 001 ,  ISO  900 4 ,  
a nd  ISO  1 90 11 )  f o r m  a  co her e n t  s e t  o f  Q M S  s ta n da r ds  
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f a c i l i t a t i n g  m u tua l  u n d er s t a n d in g  in  n a t io n a l  a n d  in t e r n a t ion a l  
t r a d e .   

(ht tp: / /www.tc176.org/About176.asp;  Oct .  2010) 
 

F o r  a  co mp l e t e  o v e rv i ew  o f  s t an d a rd s  i s s u ed  by  th e  ISO /T C 17 6  
c o mmi t t e e  s e e  A p p en d ix  1 ,  D o cu men t s   i s s u ed  b y  I S O /T C  1 7 6 .   
T he  I S O  9 00 0  ( F un da men ta l s  an d  v o c abu l a ry )  an d  th e  I S O  19 01 1  
( G u ide l in e s  f o r  qu a l i t y  an d / o r  env i r o n men ta l  s y s t e m au d i t i n g )  
a r e  n o t  f u r th e r  co n s i de r ed  b y  th i s  M a s te r  T h e s i s .  
 
T he  r e s u l t s  o f  t h e  l i t e r a tu r e  s tu dy  in  t h e  ch ap t e r  6 . 1 .2  –  6 . 1 . 6  a r e  
d oc u men t ed  in  t h e  f o l low i ng  s t r u c tu r e :  
 

•  P u r p o s e  a n d  s c o p e  
•  Co nd en s ed  co n t en t  
•  C o n t e x t  t o  o th e r  n o r ms /  Q M S  
•  S h or t  s um ma r y  

 

3 .1 . 2  I S O 9 00 1: 2 00 8  
   Qu a l i t y  m an a gemen t  s ys t em s  –  Requ i rem en t s  
 

P u r p o s e  a n d  s co p e  
 

I SO  9 00 1: 2 00 8  i s  t h e  s tan da rd  t h a t  p r ov id es  a  s e t  o f  
s ta n da r d i zed  r eq u i r e m en t s  f o r  a  qu a l i t y  m a na gem en t  
s y s t em ,  r eg ar d l es s  o f  w ha t  t h e  u s er  o r g an i z a t i o n  d oe s ,  i t s  
s i z e ,  o r  wh e t h er  i t  i s  i n  t h e  p r i va t e ,  o r  p ub l i c  s ec tor .  

 I t  i s  t h e  on ly  s ta n d ar d  i n  t h e  fam i l y  ag a i ns t  w h i c h  
o r g a n i z a t io n s  c a n  b e  ce r t i f i e d  –  a l th o u g h  c er t i f i ca t io n  i s  
n o t  a  c om p u l s or y  r eq u i r e m e n t  o f  t h e  s t an d ar d .  

 
W hy  a n  o r ga n i z a t i on  s h o u ld  im p l em e n t  I S O  9 00 1 : 2 00 8   

 
W i th o u t  s a t i s f i ed  cu s tom er s ,  an  o r g an i z a t io n  i s  i n  per i l !  

T o  k e ep  c us to m er s  s a t i s f i ed ,  t h e  o r g a n i z a t io n  n e ed s  to  m ee t  
t h e i r  r eq u i r em en t s .  T he  I S O  9 00 1: 2 00 8  s ta nd a r d  pr o v id es  a  
t r i ed  a nd  t e s t ed  f r am ewo r k  f o r  t a k in g  a  s y s t e m at i c  
a pp r o ach  to  m a na g i ng  t h e  o r ga n i z a t i on ' s  p r oc es s es  so  tha t  
t h e y  co n s i s t en t l y  t u r n  o u t  p r o d u c t  t h a t  s a t i s f i e s  cu s to m e r s '  
e x p e c t a t i o n s .   

 
H o w th e  I S O  9 0 01 :2 0 08  m o de l  wo r ks   

 
T h e  r equ i r emen t s  f o r  a  qu a l i t y  s y s t em  h ave  b een  

s ta n da r d i zed  -  b u t  m a ny  o r ga n i z a t i on s  l i ke  t o  t h in k  o f  
t h em se l ve s  a s  un iq u e .  S o  ho w  d oes  I S O  90 01 : 20 0 8  a l l ow  
fo r  t h e  d i ve r s i t y  o f  sa y ,  o n  t h e  on e  ha nd ,  a  "Mr .  an d  M rs . "  
e n t e r pr i s e ,  an d  o n  th e  o th er ,  t o  a  m u l t in a t i on a l  
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m a nu fa c t u r in g  co m pa n y  w i t h  s e r v i c e  c om p on e n t s ,  o r  a  
p u b l i c  u t i l i t y ,  o r  a  g o v e rn m e n t  a d m in i s t r a t io n ?   

 
T h e  an swer  i s  t h a t  I SO  90 01: 20 0 8  la ys  d o wn  wh a t  

r eq u i r em en t s  yo ur  qu a l i t y  s y s t e m  m u s t  m e e t ,  b u t  d oe s  n o t  
d i c ta t e  h ow  th ey  s ho u ld  be  m e t  i n  an y  pa r t i cu l a r  
o r ga n i z a t ion .  T h i s  l ea v es  g r ea t  s cop e  an d  f l ex i b i l i t y  f o r  
im p le m e n t a t i on  i n  d i f f e r e n t  b us in es s  s e c to r s  a nd  bu s in e s s  
cu l t u res ,  a s  w e l l  a s  i n  d i f f e r e n t  n a t i o n a l  c u l t u r e s .  

 
Che ck i ng  t ha t  i t  works   

 
T h e  s tan d ar d  r e qu i r es  t h e  o r ga n i z a t io n  i t s e l f  t o  au d i t  

i t s  I SO  90 0 1: 20 0 8- ba s ed  q u a l i t y  s y s t em  to  v er i f y  t h a t  i t  i s  
m a na g ing  i t s  p r o ce s s es  e f f e c t i v e l y  -  o r ,  t o  p u t  i t  a n o t h er  
w a y ,  t o  c h e c k  tha t  i t  i s  f u l l y  i n  co n t r o l  o f  i t s  a c t i v i t i e s .   

 
I n  add i t i on ,  t h e  o r gan i za t io n  may  i nv i t e  i t s  c l i en t s  t o  

a ud i t  t h e  qu a l i t y  s y s t e m  i n  o r d er  to  g i v e  th em  c on f i d en ce  
th a t  t he  o r ga n i z a t i on  i s  c ap ab le  o f  d e l i ver in g  p r od uc t s  o r  
s e r v i ces  t h a t  w i l l  m ee t  t h e i r  r eq u i r e m en t s .   

 
L a s t l y ,  t h e  o r ga n i z a t io n  m ay  en g ag e  t he  s e r v i ces  o f  a n  

in d ep en d en t  q u a l i t y  s y s t e m  c e r t i f i ca t io n  b o d y  t o  o b ta in  a n  
I SO  90 0 1: 2 00 8  ce r t i f i c a t e  o f  co n fo r m i t y .  T h i s  l a s t  op t io n  
h as  p r o ve d  e x t r e m e ly  p op u l a r  in  t h e  m ar k e t - p l a c e  b e ca u s e  
o f  t he  p erce i ved  c r ed ib i l i t y  o f  an  i nd ep en de n t  a s s e s sm e n t .   

 
(ht tp: / /www.iso .org/ iso/ iso_catalogue/management_and_leadership_standards/  

qual i ty_management/ i so_9000_essent ials .htm;  Oct .  2010) 
 

I n  t h e  I S O  9 0 0 0 :2 0 0 5  t h e  e i g h t  q u a l i t y  man ag e men t  p r i nc i p l e s  
a r e  d esc r i bed .   
 
Q u a l i t y  man a gemen t  p r i n c ip l e s  
 

T o  l ea d  a n d  o pe ra t e  a n  o rg a n i z a t io n  s u c ce s s f u l l y ,  i t  i s  
n e ce s s ar y  to  d i r ec t  a nd  co n t r o l  i t  i n  a  s y s t em a t i c  an d  
t r a n s pa r e n t  m a nn e r .  S u cc es s  ca n  r es u l t  f r om  im p lem en t in g  
a nd  m a in ta in in g  a  m an a ge m e n t  s y s t e m  th a t  i s  d es ig n e d  to  
c on t in ua l l y  i m pr o v e  p e r fo r m a nc e  wh i l e  a dd r es s in g  th e  
n e ed s  o f  a l l  i n t e r e s t ed  pa r t i e s .  M a na g ing  an  o r ga n i z a t i on  
e n co m p as s es  qu a l i t y  m a na ge m en t  a m o ng s t  o th e r  
m a na g em en t  d i s c ip l in e s .  

E igh t  qua l i t y  mana gemen t  p r i nc ip l e s  have  been  
id en t i f i ed  t ha t  can  be  u s ed  b y  t op  m a n ag em en t  i n  o r der  t o  
l ead  t h e  o r ga n i za t i on  t o wa rd s  im pro ved  p e r fo r m a nce .  

 
1 .  Cu s tom er  fo cu s    

O r g an i z a t io ns  d e p e nd  o n  th e i r  cu s to m er  a nd  t he r e fo r e  
s h o u ld  u n d er s t a n d  cu r r en t  a nd  fu t u r e  cu s to m er  n e e d s ,  
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shou ld  me e t  cu s tomer  r equ i r em en t s  a n d  s t r i ve  t o  e xceed  
c u s t o m er  e xp e c t a t i on  

 
2 .  Lead er sh ip  

L ea d er s  e s t ab l i s h  un i t y  o f  p u r po s e  an d  d i r e c t i on  o f  t h e  
o r ga n i z a t ion .  T h ey  s ho u l d  c r ea t e  a nd  m a in ta in  t h e  i n t e r n a l  
env i ronmen t  i n  wh ich  peop l e  ca n  become  fu l l y  i nvo l ved  i n  
a ch i e v ing  t he  o r ga n i z a t i on ' s  o b je c t i v e s .  

 
3 .  I n vo lvemen t  o f  pe op le  

P eop l e  o f  a l l  l e v e l s  a r e  th e  e s s en ce  o f  a n  o r ga n i z a t i on  a n d  
th er e  fu l l  i n vo l vem e n t  en a b l e s  t h e i r  a b i l i t i e s  t o  b e  u se d  fo r  
t h e  o rg a n i z a t io n ' s  b en e f i t .  

 
4 .  P r o c e ss  a pp r oa ch  

A  d es i r ed  r e s u l t  i s  a c h i e v ed  m o r e  e f f i c i e n t l y  w h en  
a c t i v i t i e s  a nd  r e la t ed  r e so u r ces  a r e  m an a ge d  as  a  p r oce s s  
S ys t e m  a pp r oa ch  t o  m an a ge  
I d e n t i f y i n g ,  u n d er s ta n d in g  a n d  m a n a g in g  in t e r r e la t ed  
p r oces s es  a s  a  s y s t em  co n t r i bu t e s  t o  t he  o r ga n i za t ion ' s  
e f f ec t i v e n es s  a n d  e f f i c i en c y  in  a ch i ev i n g  i t s  o b j e c t i v es  

 
5 .  C o n t in u al  i m p r o v e m en t  

C on t i nu a l  im p r o v e m en t  o f  t h e  o r g an i z a t io n ' s  o ver a l l  
p er fo r m an c e  s h ou l d  b e  a  p e r m a n en t  o b je c t i v e  o f  t h e  
o r ga n i z a t ion  

 
6 .  F ac tu a l  a pp r o ac h  to  d e c i s io n  ma k in g  

E f f e c t i ve  d e c i s i on s  a r e  ba s e d  o n  th e  an a lys i s  o f  d a t a  a n d  
in fo r m at i on  

 
7 .  M u tu a l l y  b en ef i c i a l  s u pp l i e r  r e l a t io n sh ip s  

A n  or g an i z a t io n  a nd  i t s  s u p p l i e r s  a r e  in t e r de p e nd en t  an d  
m u tu a l l y  b en e f i c ia l  r e la t io n s h ip  e n h a n c e s  th e  a b i l i t y  o f  
bo th  t o  c r ea t e  va lue  

 ( ISO 9000:2005,  page v  –  vi )  
 

T h i s  e ig h t  q u a l i t y  man ag e men t  p r i n c i p l e s  f o r ms  th e  b as i s  fo r  t h e  
q ua l i t y  man ag e me n t  sy s t e m s t an d a r d s  w i t h i n  th e  I S O  9 000  
f a mi ly .  
 
C o n d en sed  con t en t  o f  t h e  I S O  9 00 1 : 2 00 8  
 
T he  p ro ces s  o r i en t a t i o n  o f  t he  n o r m an d  th e  con tex t  t o  t he  
D e min g  c i r c l e  w i t h  th e  a pp r oa c h  o f  c on t i nu ou s  i mp r o ve me n t  can  
b e  s e en  i n  F igu r e  2 ,  M o de l  o f  a  p r o c es s - ba s ed  q ua l i t y  
man a g e men t  s y s t e m.  
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F i g u r e  2 ,  M o d e l  o f  a  p r o c e s s - b a s e d  q u a l i t y  m a n a g e m e n t  s y s t e m   

(ISO9001:2009 p .9)  
 
T h i s  mo d e l  p r e s en t s  t he  in p u t  an d  o u tp u t  o f  a  co mp an y  
r ep re sen t ed  by  t he  cus to me r  r equ i r e men t s  an d  t he  cus tomer  
s a t i s f a c t i o n  w h i l e  t h e  bu s in es s  p ro ce s s  o f  a  co mp any  f o l lo w s  th e  
D e min g  cy c le  o f  p l an ,  do ,  ch eck ,  a c t .  Th e  cu s t o mer  f eed ba ck  i s  
d i r e c t l y  us e d  to  s t i mu l a t e  t h e  i mp r ov e me n t  p r o c es s .  
 
T h e  m a in  ch ap t er s  o f  th e  I S O 90 0 1: 20 0 8  ar e  
 
Q u a l i t y  ma n ag e men t  s y s t em  
M a nag e m en t  r e s p o n s ib i l i t y  
R es o ur c e  ma n ag e men t  
P roduc t  r ea l i z a t i o n  
Meas u r emen t ,  an a ly s i s  and  i mprove m en t  
 
C o nte x t  to  o th er  n o rm s  
 

T h e  I S O  9 0 01  n o rm  fo r m s  th e  b as i s  wh er e  o th e r  n or m s  
o f  t h e  9 0 0 0  s er i e s  a s  w e l l  a s  r e la t ed  n or m s  bu i l t  o n .   
T h e  I S O  9 0 01  a n d  I S O  9 0 04  a r e  qu a l i t y  m a na gem en t  s y s t em  
s ta n da r ds  wh i c h  ha v e  b e en  d es ig n ed  t o  c om p l e m e n t  ea c h  
o th er ,  b u t  ca n  a l s o  b e  u s ed  i nd ep en d en t l y .  D ur i ng  t h e  
d e ve lo pm en t  o f  t h i s  i n t e r n a t i on a l  s ta n da r d ,  d u e  
c on s id e r a t i on  w a s  g i v e n  to  t h e  p r o v i s i on  o f  I S O  
14001 :2004  to  enh ance  th e  co m p a t ib i l i t y  o f  t h e  t w o  
s ta n da r ds  fo r  t h e  b e n e f i t  o f  t h e  u s e r  co m m un i t y .  

(ISO 9001:2008,  p .11)  
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T he  I S O / T S  1 6 94 9  b u i l t  on  t he  b as i s  o f  t h e  I S O  9 00 1 .  Ma jo r  
c on t en t s  a r e  u s e  o n e  to  o n e  by  th i s  n o r m.  A  mo r e  d e t a i l e d  
c on s id e r a t io n  o f  t h i s  n o r m c an  b e  f ou nd  a t  I S O /T S  1 69 49 .  
S h or t  S um ma r y :  
 
T he  n o r m s t i mu l a t e s  a n  o r g an i z a t ion  to  d es c r i be  t h e i r  
o r g an i za t io n  an d  t h e  w ay  o f  w or k i ng  w i th in  th e  o r gan i z a t i on  a nd  
w i t h  r e l a t e d  s t ak eh o l d e r s .  T he  do cu men t a t io n  has  t o  b e  
t r an s p a r e n t  an d  ma nag ed .  T h e  p r o c es s  d e f in i t i o n  a nd  t h e  
i n t e r r e l a t i o n  be tw een  th e  p r o ces se s  i s  an o th e r  co r n e r s t on e  o f  t h i s  
no r m.  Cu s to mer  s a t i s f a c t i on ,  pe r fo r man ce  measu re men t  and  
c on t in u e s  i mpr o ve me n t  d e mon s t r a t e s  t h e  dy nami c  r equ i r e me n t s  
o f  t h e  no r m.  A  c e r t i f i c a t e  o f  t h e  co mp l i an ce  w i t h  th e  n o r m 
r eq u i r e m en t s  c an  b e  o b t a in ed  a f t e r  s uc ces s f u l  a s s es s me n t  b y  an  
au tho r i z ed  ce r t i f i c a t i on  bod y .  

3 . 1 . 3   IS O 90 04 : 20 09  
M an a g i n g  fo r  th e  s u s ta in ed  su cc e s s  o f  an  
o rg an i za t io n  –  A  q u a l i t y  m a n a gem en t  a p p ro ac h  

 
P urp os e  a nd  s co pe :  
 

T h i s  i n t e r na t i on a l  s ta nd a r d  pr o v id es  a  w id e r  f o cu s  o n  
q ua l i t y  m an ag em e n t  t h an  I S O  9 00 1 ;  i t  ad d re s s es  t h e  n eed s  
a nd  e xp e c t a t i on  o f  a l l  r e l e v a n t  i n t e r e s t ed  pa r t i e s  an d  
p r ov id e s  g u i da nc e  fo r  t h e  s y s t em a t i c  a nd  c on t i n u a l  
im p r o vem en t  o f  t h e  o r g a n i z a t io n ' s  p er fo r m an ce .  

 

T h i s  i n t e r na t i on a l  s ta nd a r d  pr o m ot es  s e l f  a s s es s m en t s  
a s  a n  im p or t an t  t o o l  f o r  t h e  r ev i ew  o f  t h e  m a t u r i t y  l e v e l  o f  
t h e  o rg a n i z a t io n ,  c o v er in g  i t s  l ead er s h i p ,  s t r a t e g y ,  
m a na g em en t  s y s t e m ,  r e s o u rc es  a n d  pr o ce ss e s ,  t o  i d en t i f y  
a r ea s  o f  s t r eng th  a n d  wea k nes s  an d  o pp o r tun i t i e s  f o r  e i t h er  
im p r o vem en t s ,  o r  i n n ov a t i o n s  o r  b o th .  

(ISO 9004:2009,  p .6) 
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A n  e x t e n d ed  mod e l  o f  a  p r o c es s  b as e d  q u a l i t y  man ag e men t  
sy s t e m in co r p o r a t i ng  the  e l e me n t s  o f  I S O  90 01  an d  I S O  90 0 4  i s  
g iv en  in  F i gu r e  3 .  

      

 
 

F i g u r e  3 ;  E x t e n d e d  m o d e l  o f  p r o c e s s  b a s e d  m a n a g e m e n t  m o d e l  
 

                                                               ( ISO9004:2009 p .8) 
I n  co mp ar i son  wi th  t h e  p r ev io us  mo de l  ( s ee  F ig u r e  2 )  t he  
ex t end ed  mo d e l  i n c lu des  t h e  a r ea  o f  o r gan iz a t io n s  en v i ro n men t  
i n c l u d in g  in t e r e s t e d  p a r tn e r s .  I n  t h e  o u t e r  cy c l e ,  ad d i t i o n a l ly  t he  
c l au s e  4 - 9  o f  t he  I S O  9 00 4  a r e  i n t eg r a t ed  in  t h e  mod e l .  
 

T h i s  i n t e r na t i on a l  s ta nd a r d  pr o v id es  gu id an c e  to  
o r ga n i z a t ion s  t o  s u p p or t  t h e  ach i e v e m en t  o f  s u s ta i n e d  
s u cc e s s  b y  q u a l i t y  m a n a g em e n t  a p p r o a ch .  I t  i s  a p p l i c a b l e  
t o  a n y  o r g a n i z a t io n ,  r eg a r d les s  o f  s i z e ,  t yp e  a nd  a c t i v i t y .  

T h i s  i n t e r na t i on a l  s ta nd a r d  i s  n o t  i n t end ed  f o r  
c e r t i f i ca t io n ,  r e g u la tor y  o r  co n t r a c tu a l  u se .  

                                                             ( I S O  9 0 0 4 : 2 0 0 9 ,  p 1 1 )  
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C o n d en sed  con t en t  o f  t h e  I S O  9 00 4 : 2 00 9  
 
T he  f o l l o w in g  ch a p te r s  a r e  o u t l i n ed  i n  d e t a i l :  
 
4  M a n a g i n g  f o r  t h e  s u s t a in ed  s u c c e s s  o f  an  o r g an i z a t i o n  
5  S t r a t eg y  an d  po l i cy  
6  R es o ur c e  ma n a g e men t  
7  P r oces s  man ag emen t  
8  M o n i to r in g ,  mea s u r e me n t ,  an a ly ze  an d  i mp r o v e me n t  
9  I mp r ov e me n t ,  i n n o va t io n  an d  l e a r n in g  
 
C o nte x t  to  o th er  n o rm s  
 
A s  pa r t  o f  t h e  I S O  9 0 00  f ami ly  th e  I S O  9 00 4  f i t s  p e r f e c t l y  i n  t h e  
f r a mew o rk  and  can  b e  us ed  i n  th e  co n t ex t  w i t h  sy s t e m s pec i f i c  
n o r ms  l i k e  th e  I S O  1 4 00 1  o r  T S  16 949   
 
Sh or t  Summary  
 
T h e  a i m o f  t h i s  n o r m i s  t o  s e cu r e  a  s u s t a in ab l e  s u c c e s s  o f  a  
c o mp an y  by  co n t in u o us  mo n i t o r in g  an d  i mpr ov e me n t  o f  t h e  
q ua l i t y  man ag e me n t  sy s t e m w i th  t h e  f ocu s  on  p ro ce s s e s  a nd  t o  
cons ide r  a l l  i n t e r e s t ed  p a r t ne r s .  Cus to mer  s a t i s f ac t i on  a s  we l l  a s  
e f f ec t i ve nes s  an d  e f f i c i en cy  o f  t h e  Q MS  a re  t h e  d r iv in g  fo rce .  A  
to o l  fo r  s e l f  a s se s s men t  i s  a n  e s s en t i a l  p a r t  o f  t h i s  do cu men t .  N o  
ce r t i f i c a t e  can  b e  ob t a in ed .   
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3 .1 . 4   I S O/ TS  16 9 49 : 2 0 09  
Q ua l i ty  m a na g emen t  s y s t em  –  Pa r t i cu la r  requ iremen ts  fo r  th e  
a p p l i ca t i on  o f  ISO 9 0 01 : 2 0 08  f o r  a u t om ot iv e  p ro d u c t io n  and  
re l ev a nt  serv i ce  p ar t  orga n i za t ion s  
 
P urp os e  a nd  s co pe :  
 
T he  I SO  TS  16 9 49  w as  p r epa red  by  th e  I n t e rn a t i on a l  A u t o mo t i v e  
T as k  F o r c e  ( IA TF) ,  w i t h  s up po r t  f r om I S O /T C  1 7 6  Te c hn i c a l  
C o m mi t t e e  f o r  Q u a l i t y  M an ag e me n t  a n d  Q u a l i t y  A s su r an c e .  
 
T he  TS  16 9 49  i s  a  q ua l i t y  man age men t  Sy s t em s p ec i f i c  f o r  t h e  
au to mo t i v e  i n du s t ry .  
 
T he  n o r m t i t l e :  
 

P a r t i cu l a r  r equ i r emen t s  f o r  t he  ap p l i ca t i o n  o f  ISO  90 01 . 20 08  fo r  
t h e  au to mo t iv e  p r od uc t io n  a n d  r e l ev a n t  s e r v i c e  p a r t  
o r g an i za t io ns .  
 
G o a l  o f  t h i s  T e ch n ic a l  S pe c i f i c a t io n  
 

T h e  g o a l  o f  t h i s  t e ch n i c a l  s p e c i f i ca t i o n  i s  t h e  
d e ve lo pm en t  o f  a  q u a l i t y  m a n ag em e n t  s y s t e m  t h a t  p r ov i de s  
f o r  con t i n u a l  im p r ov em en t ,  e m p h as i z i ng  d e f e c t  p r e v en t i o n  
a nd  the  r e du c t io n  o f  va r i a t i on  a n d  wa s te  i n  t h e  s u pp l y  
c ha in .  
T h i s  t e ch n i ca l  s p e c i f i ca t i on  c ou p l ed  w i th  a p p l i ca b l e  
c us to m er  sp ec i f i c  r eq u i r em e n t s ,  d e f i n es  t h e  fun d am en ta l  
q ua l i t y  m an ag em e n t  s y s t e m  r eq u i r em e n t s  f o r  t h os e  
s u bs c r i b i ng  t o  t h i s  t e ch n i ca l  s p e c i f i ca t io n .  

 
T h i s  t ech n i ca l  s p ec i f i ca t i on  i s  a pp l i c ab le  t o  s i t e s  o f  t h e  

o r g a n i z a t io n  wh er e  cu s to m e r  s p ec i f i c  p a r t s ,  f o r  p r o d u c t i o n  
a nd /o r  s e rv i c e s ,  a r e  m an u fa c tu r ed .  
S up p or t i n g  f un c t i o n s  w h e th e r  o n - s i t e  o r  r e m o t e  ( s uch  a s  
d es ig n  c e n te r s ,  co r p o ra te  h ea dq ua r t e r s  an d  d i s t r ib u t io ns  
c e n t e r s )  f o r m  p a r t  o f  t h e  s i t e  a u d i t s  a s  t h e y  s u p p o r t  t h e  s i t e ,  
b u t  can no t  ob ta in  s ta n d  a l on e  cer t i f i ca t io n  to  t h i s  t e ch n i ca l  
s ta n da r d .  

      ( I S O / T S  1 6 9 4 9 : 2 0 0 9 ,  p . 1 )  
 
A  mo r e  d e t a i l ed  d e f in i t i o n  o f  t h e  s c o p e  can  b e  f o u nd  o n  th e  
I A TF  ( I n t e rn a t ion a l  A u to mo b i l e  T as k  F o r ce )  W eb p ag e :  
 

T h i s  T e ch n i ca l  S p e c i f i ca t io n ,  i n  co n ju n c t io n  w i th  I S O  
9 00 1 : 2 00 8 ,  de f in es  t he  q ua l i t y  m an ag em en t  s y s t em  
r eq u i r em en t s  f o r  t h e  d es i gn  a n d  de ve lo p m en t ,  p r o d uc t io n  
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a n d ,  w h e n  r e l e van t ,  i n s ta l l a t i on  a nd  s er v i ce  o f  au to m ot i ve -
r e l a t ed  p ro d uc t s .   T h i s  T ech n i ca l  S p e c i f i ca t io n  i s  
a pp l i cab l e  t o  s i t e s  o f  t h e  o r g an i z a t io n  w he r e  p r od u c t io n  
a nd /o r  s e rv i c e  p ar t s  s pe c i f i ed  b y  th e  cu s to m er  ar e  
m a nu fa c t u r ed .   

" A u to mo t i v e "  s h a l l  b e  un d e r s t oo d  a s  i n c l ud in g  th e  f o l l ow in g :  -  
C ar s ,  T r ucks  ( L i gh t ,  M ed iu m  a nd  H e av y ) ,  B u s e s  a nd  M o to r c y c l e s   
 
" A u to mo t i ve "  s ha l l  be  u nd er s to o d  t o  ex c l ud e  t h e  fo l lo w in g :  -  
I nd u s t r ia l ,  A g r i cu l tu r a l ,  O f f - H ig hw ay  ( M in i ng ,  F o r es t r y ,  
C on s t r u c t io n ,  e t c . )   
 
" S i t e"  -  L o ca t io n  a t  wh ich  v a l u e  a dd ed  m a nu f a c tu r in g  pr o ce s s e s  
o c cu r .   
 
“ M anu f ac tu r in g ”  -  Pro ces s  o f  m a k in g  o r  f a br i ca t in g :   

•  P r o du c t i o n  m a ter i a l s   
•  P r o du c t i o n  o r  s e rv i c e  p ar t s   
•  A s s em b l i e s ,  o r   
•  H ea t  t r ea t in g ,  we ld in g ,  pa in t i n g ,  p la t i n g ,  o r  o t her  

f i n i s h ing  se r v i ce s   
 
(ht tp: / /www.iat fglobaloversight .org/docs/FAQ%201%2009%20ISOTS16949%2020

09.pdf ,  Oct .2010) 

IATF me mb er s  i n c l u de  t h e  f o l l ow i ng  v eh i c l e  m anu f a c tu r e r s :  B M W  
G r ou p ,  Ch r y s l e r  G r o up  LLC,  D a i ml e r  A G ,  F i a t  G r o up  
A u to mo b i l e s ,  F o rd  M o to r  Co mp an y ,  Gen e ra l  M o to r s  Cor po ra t io n  
( in c lu d i n g  O p e l  V au x h a l l ) ,  PS A  P eu ge o t - C i t r o e n ,  R en au l t ,  
V o l k s w a g e n  A G  a n d  t h e  v eh ic l e  manu fac tu r e r ’ s  r e spec t ive  t r ad e  
a s soc i a t i ons  -  AIAG  ( U .S . ) ,  AN FI A ( I t a ly ) ,  F I EV  (F ran ce ) ,  
S MMT (U .K . )  and  VDA (Ger many ) .  

Fo r  t he  exp l ana t i o n  o f  t he  abb r ev i a t i on  o f  IATF ,  ANF IA ,  F IE V ,  
S MMT,  VD A,  A IAG  see  T ab l e  1  L i s t  o f  A b br ev i a t i ons  

C o nd en sed  con t en t  o f  th e  I S O /TS  1 69 49 : 20 09  
 
I n  t h e  t ab l e  o f  con t e n t s  o f  t h e  T S  1 69 4 9 ,  I S O  90 01 :2 00 8  
h ead in gs  a r e  no r ma l  t y pe  f ace ,  IA TF  he ad in gs  a r e  i n  i t a l i c s .  I n  
t h e  r e ma i n in g  TS  1 69 49  do cu men t  t h e  I SO  9 001 :2 00 8  co n ten t  i s  
b ox ed .   
 
T he  n o r m co mpr i s e s  o f  t he  f o l lo w ing  ma i n  cha p t e r s :  
 

S co pe  
N or ma t iv e  R ef e r en ces  
Te r ms  an d  Def in i t i ons  
Q ua l i t y  M a nag e m en t  S y s t e m  
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M an ag e men t  Res p o ns i b i l i t y  
Res ou r c e  M a nag e m en t  
P r o d u c t  R e a l i z a t i o n  
M eas u r e men t ,  A n a ly s i s  and  I mpr ov e me n t  

T he  s u b j e c t s  o f  t h e  s ub d iv i s i o n  a r e  o n ly  ex e mpl a r i l y  w i th  t he  
f ocus  on  p r oces s  man ag e men t  
 
3   T e r ms  an d  D ef in i t i on s  
3 .1   Te r ms  an d  de f in i t i on  fo r  t h e  au to mo t ive  in dus t ry  
4       Q u a l i t y  M an ag e men t  S y s t e m  
4 .2 . 3 . 1 .   E n g in e e r i n g  S p ec i f i c a t io n  
4 .2 . 4 . 1 .   Re co r d s  r e t e n t i on  
5   M a nag e m en t  R es p o n s ib i l i t y  
5 .1 . 1    P ro ces s  e f f i c i en cy  
5 .4 . 1 . 1   Q ua l i t y  ob j ec t i ve - supp l e me n ta l  
5 .5 . 1 . 1   Res po ns i b i l i t y  f o r  Q ua l i t y  
5 .5 . 2 . 1   Cu s to me r  r ep r e s en ta t i v e  
5 .6 . 1 . 1   Q ua l i t y  man ag e men t  s y s t e m pe r f o r man ce  
6   R es o ur c e  M an ag e men t  
6 .2 . 21   P r o du c t  d es ig n  s k i l l s  
6 .3 . 2    Co n t in ge ncy  p l a ns  
7   P r o d u c t  Re a l i z a t i o n  
7 .2 . 1 . 1   Cu s to me r -  d es ig n a t ed  s p e c i a l  ch a r a c t e r i s t i c s  
7 . 3 . 2 . 3 .   S p e c i a l  C ha r a c t e r i s t i c s  
7 .3 . 6 . 3   P r o du c t  a p p r o va l  p r oces s  
7 .5 . 1 . 1    Co n t r o l  p l an  
7 .5 . 1 . 4    P r ev en t i v e  an d  p r e d ic t iv e  m a in t en an c e  
7 .5 . 2  V a l id a t io n  o f  p r o ces s es  f o r  p r o du c t io n  an d  s e r v i c e  

p r o v i s io n   
8  M e as u r e me n t ,  A na ly s i s  an d  I mp r o v e men t  
8 . 2 . 1 . 1   Cu s to me r  s a t i s f a c t i o n  
8 .2 . 2 . 2   Man uf ac t u r in g  p r o ces s  aud i t  
8 .2 . 3   M o n i to r i n g  an d  me as u r e me n t  o f  p r o c es s e s  
8 .2 . 3 . 1  M o n i to r i n g  an d  meas u r e me n t  o f  man u f ac tu r in g  

p r o ce s s e s  
8 .5 . 1 . 2   Man uf ac t u r in g  p r oc es s  i mp r o ve men t   
 
T he  co mp le t e  l i s t  o f  c on t en t  c an  b e  s e en  i n  t h e  n o r m 
    

    ( ISO/TS 16949:2009,  p. i i i )  
 
C o nte x t  to  o th er  n o rm s  
 
I n  t h e  i n t ro du c t io n  to  t h i s  no r m t he  co n t ex t  t o  t h e  IS O  9 0 00  
f a mi ly  i s  men t io n ed ,  t h i s  i n c l ud es  i n  p a r t i cu l a r  t he  I S O 9 00 1  an d  
9 00 4 .  
I n  ch ap te r  0 . 4  co mp a t ib i l i t y  w i th  o th e r  t ech n i c a l  s p e c i f i c a t io n s  
i s  s t a t ed ,  t h i s  n o r m has  a  h igh  co mp a t ib i l i t y  t o  t h e  IS O  
1 40 0 1 : 20 04  ( E n v i r o n men t a l  M an ag e men t  S y s t e m)  a s  w e l l  a s  t h e  
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a b i l i t y  t o  i nc o r p o r a t e  s p e c i f i c  s t an d a r d s  o f  co n c e r n e d  
o r g an i za t io ns .  
 
Sh or t  Summary  
 
T he  I SO / TS  1 6 94 9  i s  t h e  mos t  co mmon ly  us ed  q ua l i t y  
man a g e men t  s t an d a r d  i n  t h e  a u t o mo t i v e  b us in e s s .  I t  r ep r e s en t s  
t h e  I S O  9 00 1 : 20 08  w i th  s p e c i f i c  r eq u i r e men t s  f o r  t he  au to mo t iv e  
app l i ca t i o n  an d  i s  an  a l mo s t  man d a t o ry  p r e r eq u i s i t e  t o  s u s t a in  in  
t h e  au to mo t iv e  s u p p ly  b us in es s .  Th e  p r oces s  f ocus  i s  c l ea r ly  
men t io n e d  in  t h e  c on ju n c t io n  w i t h  th e  I S O  9 004 .  I n  ch ap t e r  8  t h e  
mo n i to r i n g  a nd  i mp r o ve me n t  o f  p r oce s s es  i s  an  e xp l i c i t  
r eq u i r e m en t .  C e r t i f i c a t i o n  b as e d  o n  t h i s  n o r m i s  c o m mo n  
p r a c t i c e .   

3 .1 . 5  V e rb an d  d er  A u t om ob i l h e r s t e l l e r  V D A 
( A s s oc ia t i on  o f  c a r  man u f ac t u r e r s )  

 
P urp os e  a nd  s co pe :  

T h e  b i r t h p la c e  o f  t h e  A s s o c i a t io n  w as  in  E i s en a ch .  
T h er e ,  o n  1 9  Ja nu a ry  1 9 01 ,  t h e  V er e i n  D eu t s ch er  
M o t o r f a h r ze u g - I n d u s t r i e l l e r  (V D MI )  -  "As s oc i a t io n  o f  
G er m a n  M ot or  V e h ic l e  I n du s t r ia l i s t s "  -  wa s  f ou nd ed  b y  
G u s ta v  V i s ch er  ( m a na ge r  o f  D a im l er  M o tor e n  Ca n ns ta t t ) ,  
B ar o n  E u gèn e  d e  D i e t r i c h  (D i e t r i c h  +  Co .  
N i ed er b r o n n / E l s a ß ) ,  H e i n r i c h  K l e y e r  (m a n a g er  o f  A d l er -
F ah r r ad we r k e  F r a n k f ur t / M . ) ,  G us ta v  E h r ha r d t  ( m an ag er  o f  
F ah r z eug fa br i k  E i s en ac h ) ,  W i l l y  T i s c hb e in  ( m a na ge r  o f  
C on t i  G u m m i) ,  M o r i t z  H i l l e  ( H i l l e - W er k e  D r es d en ) ,  W i l he lm  
O p e l  (Op e l  Rü s s e l s h e im ) ,  K ar l  F i ch t e l  (F ich t e l  +  S achs  
S ch w e in f ur t ) ,  a nd  G u s ta v  F r eu nd  (m a na ge r  o f  
A u to m o b i l t e ch n i s ch e  G e s e l l s c h a f t ,  A u to m o b i l au s s t e l l u n g  
B er l in ) .  T h e  f i r s t  p r es id en t  o f  t h e  V D M I  w a s  G u s ta v  V i s ch er ,  
a nd  h i s  v i c e - pr es i d en t  wa s  B ar o n  E u g èn e  d e  D ie t r i ch .  

T h e  ta sk s  t h a t  t he  VD M I  s e t  i t s e l f  i n c lu ded  th e  
p r om o t io n  o f  r oa d  t r a ns p or t ,  de f en s e  a g a in s t  " b u rd en s om e  
m ea s u re s  b y  th e  a u tho r i t i e s "  ( t a x a t io n ,  l i ab i l i t y  
o b l ig a t i o n s ) ,  c us to m s  p r o tec t io n  an d  t h e  m on i to r in g  o f  
m o to r  s h o w s .  I n  1 9 2 3 ,  t h e  V D M I  w as  r en a m e d  t h e  
R e i ch s v er b an d  d er  A u t om o b i l in du s t r i e  ( R D A ) .  T h e  p r es en t  
n am e ,  V e r b an d  d er  A u tom o b i l in d us t r i e  ( V D A )  wa s  g i ven  to  
t h i s  um b r e l l a  o r g a n i z a t io n  o f  t h e  G e r m a n  a u t om o t i v e  
in d us t r y  o n  2  M ay  1 94 6 .   
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T h e  V D A  –  T h e  g u a ra n to r  o f  f u tu r e  mo b i l i t y  

S us t a i na b l e  a n d  m o d er n  m o b i l i t y  a r e  t he  m a in  
o b j ec t i ve s  o f  t h e  V D A.  T h e  VD A na t i on a l l y  an d  
in t e r na t i o na l l y  p r om o tes  t h e  i n t e r es t s  o f  t h e  en t i r e  G er m a n  
a u t om o t i v e  i nd u s t r y .  I t  c an  b a nk  o n  a  s t r o ng  p o we r  b a s e  o f  
m em b er s  co ns i s t i n g  o f  a u to m ob i l e  m a n u fa c t ur er s ,  s u pp l i e r s  
a nd  m an uf ac tur e r s  o f  t r a i l e r s ,  s pe c ia l  b o d i es  a nd  
c on ta in e r s .  U n l i k e  in  m a ny  o th er  c ou n t r i e s ,  t h e y  a r e  
o r ga n i z e d  u nd er  o n e  as s o c i a t io n ,  r e s u l t i n g  in  d e c i s i v e  
a dv an ta g e s  fo r  t he  G er m a n  a u t om o t i v e  i nd us t r y  t h r o ug h  
d i r e c t  d ia lo gu e  an d  r a p id  de c i s io n - m ak in g .  

I n  t h e  in t e r es t  o f  a l l  i t s  m em b er s ,  t h e  VD A i s  ac t i ve  i n  
a l l  a r e as  o f  t h e  m o t or  t r a f f i c  i n d us t r y  l i k e  e co no m ic  a n d  
t r a n s po r t  p o l i c y ,  t e c hn i ca l  l eg i s la t io n ,  qu a l i t y  a s s u r an ce  
a nd  tax a t ion .  I n  ad d i t i o n ,  t h e  e nv i r on m en t  an d  c l i m a t e  
p r o t e c t i o n  a r e  o f  p ar t i cu lar  im p or ta n c e .  T h e  V D A  i s  a l s o  t he  
o r ga n i z er  o f  i n t e r n a t ion a l  m o to r  s h ow s  f o r  pa s s en g e r  ca r s  
a nd  co m m e r c ia l  v eh i c l e s ,  wh i ch  a l w a ys  d r a w th e  g r e a t  
i n t e r es t  o f  t h e  exp e r t s  an d  p ub l i c  a l i k e     

T h e  G erman  Assoc ia t i o n  o f  t h e  Au to m o t i ve  In du s t r y  
( V D A )  co n s i s t s  o f  a bo u t  6 0 0  m em b er  c om p an i es ,  wh o  h a v e  
c om e  to g e th e r  t o  r e s ea r c h  a nd  p r od u c e  c l e an  a nd  s a f e  a u t o -
m o b i l i t y  f o r  t he  f u t u r e .  I n  t h e  cou n t r y  t ha t  i s  kno wn  fo r  i t s  
s u cc e s s f u l  i n v en t i o n  o f  bo th  a u t om o b i l e s  an d  t r u c ks ,  t h e  
V DA  r epr es en t s  t h e  au to m ot i ve  m an u f ac tu r e s  a nd  s u p p ly  
com p an ie s  t o  ensu re  t h e  co n t in u ed  com p e t i t i v e  u t i l i za t i o n  o f  
t h e i r  e x p e r i en c e  a n d  s k i l l s .  T h e  c o o p e r a t i o n  b e t w e e n  
m a nu fa c tu r e s  an d  su pp l i e r s  i n  t h e  V D A  i s  un iq ue  i n  t h e  
wor ld  o f  m o to r ing .  

S in c e  19 4 6 ,  t he  V D A  h as  lo b b ied  na t i o na l l y  a n d  
in t e r n a t i o n a l l y  f o r  t he  c r e a t io n  o f  t h e  b e s t  p os s ib l e  a u t o -
m o b i l i t y .  O ur  go a l s  a r e  s a f e t y ,  q u a l i t y  an d  s u s t a i na b i l i t y  a t  
t he  h igh es t  t echn i ca l  l e ve l .  As  t he  r epre sen ta t i v e  o f  t h e  key  
in d us t r y  i n  t he  G erm a n  econ o m y ,  t h e  V D A  i s  r e sp o ns ib l e  i n  
t h e  m ea n t im e  f o r  e v e r y  s e v e n t h  j o b  i n  G er m a n y  a n d  l e a d s  a  
l i ve l y  d ia lo gu e  w i t h  t h e  i nd u s t r y ,  t h e  pu b l i c ,  p o l i t i c ia ns  an d  
c u s to m er s ,  f o r  e xa mp le ,  a s  t h e  o r g a n i z er  o f  t h e  wo r ld ’ s  
l a r g es t  a u to m ob i l e  exh ib i t i on ,  t h e  I n t e r n a t io n a l  M o to r  S ho w  
( IAA) .      

(ht tp: / /www.vda.de/en/verband/aufgabe.html ,  Oct .2010) 

 
C ur r en t ly  t h e  V D A  h as  pu b l i s hed  5 4  bo ok le t s  i n  d i f f e r e n t  
l ang u ag e s ;  t h e  ma jo r i t y  o f  3 6  a r e  i n  G e r ma n .   
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B e lo w  se l e c t ed  t i t l e s  ( n o t  c o mpl e t e ) ,  t i t l e s  w r i t t en  i n  G er ma n  a r e  
av a i l ab l e  i n  t h i s  l an gu ag e  o n ly .   
 

-  F ie ld  f a i l u r e  a n a ly s i s  
-  M atur i t y  l ev e l  a s s u r an ce  f o r  n ew  pa r t s  
-  S ta nd a r d i z ed  p r oce s s  f o r  h an d l in g  cu s t o mer s  c o mp l a i n t s  
-  V o lu me  2  Q u a l i t y  A s su r an ce  o f  S u p p l i e s  
-  V o lu me  3  P a r t  1  E n s u r in g  r e l i ab i l i t y  o f  ca r  

man uf ac t u r e r s -  R e l i ab i l i t y  M an ag e men t  
-  V o lu me  6  Q u a l i t y  A ud i t  F un d a me n ta l s  -  Ce r t i f i c a t io n  

r eq u i r e m en t s  f o r  V D A  6 .1 ,  V D A  6 . 2 ,  V D A  6 .4  o n  th e  
b as i s  o f  I S O 9 0 0 1  

-  V o lu me  6  P a r t  1  Q M  -  sy s t em a ud i t  
-  V o lu me  6  P a r t  3  P ro c es s  A ud i t  
-  V o lu me  6  P a r t  4  Q M  S y s te m A u d i t -  P r o d uc t io n  

E qu ip me n t  
-  V o lu me  6  P a r t  5  P ro d uc t  A u d i t  
-  B an d  9  Q u a l i t ä t s s i c h e r u ng  E mis s io ne n  u nd  V e r b r a uch  
-  V o lu me  1 4  P r ev en t iv e  Q u a l i t y  M a nag e men t  M e th od s  i n  

t h e  P r o c e s s  L a n d s c ap e  
-  P r od u k ten t s t eh un g  -  R e i f eg rad ab s i c he r u ng  f ü r  N eu t e i l e   
-  S ta nd a r d i s i e r t e r  R e k la ma t io n sp r ozes s  S ic he r u n g  d e r  

Q u a l i t ä t  i m  P r od uk t l e b e ns zy k lus   
 

( h t t p : / / w e b s h o p . v d a . d e / Q M C / i n d e x . p h p ?  
c P a t h = 2 3 _ 2 5 & s o r t = 1 a & p a g e = 2 ,  O c t . 2 0 1 0 )  

 
F o r  t h i s  M a s t e r  T hes i s  o n l y  the  V o lu me  6 .3  a n d  V o lu me  14  a r e  
cons ide r e d  i n  more  de t a i l .  These  p a r t s  a r e  d ed i ca t ed  t o  p roces s  
a n d  s y s t e m au d i t s  a s  w e l l  a s  p r e v e n t i v e  me as u r es .    
 
 

 
  
Figure 4 ,  VDA 6,  Qual i ty  Standard  

(VDA 6.3;  2n d  Edit ion June 2010;  p.3) 
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I n  t h i s  ov e r v i ew  th e  co n t ex t  o f  t h e  d i f f e r en t  p a r t s  o f  t h e  V DA 6 i s  
shown .  Th er e  i s  ag r ee men t  b e tween  au to mo t iv e  manufac tu r e r s  
a nd  s u pp l i e r s  t o  p e r f o r m a ud i t s  ac c o r d i ng  t h es e  p ub l i c a t i o n s .  
 
C o nd en sed  con t en t  o f  th e  V DA  6 . 3  a nd  VD A 14  
 
V o lu m e 6  p ar t  3 ;  P ro c es s  A ud i t  f o r   

•  p ro du ct  d e ve lop m en t  p ro ce s s / s e r ia l  p ro duc t i on   
•  s e rv i ce  d ev e lo p m e n t  p r o c es s /p ro v i d i n g  th i s  s e r v i c e  

  
I n  t h i s  vo lu me  th e  aud i t  p ro ces s ,  t h e  au d i to r  qu a l i f i c a t i o n  an d  
th e  s co r i n g  me th o d o l og y  i s  ex p l a in e d .  I n  t he  f o l l ow i ng  p i c t u r e  
t h e  p r o ce s s es  co v e r ed  by  t he  v o l u me  6 .3  a r e  d i s p l ay ed .  
 
 

 
F i g u r e  5 ,  V D A  6 . 3 ,  p r o c e s s  s c o p e  

( V D A  6 . 3 ;  2 n d  e d .  J u n e  2 0 1 0 ;  p . 8 )  
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T he  s co r i ng  f o r  each  e l e me n t  i s  ac co r d in g  th e  t ab l e  be l ow 
 

 
T a b l e  3 ,  V D A  S c o r i n g  s y s t e m a t i c  

( V D A  6 . 3 ;  2 n d  e d .  J u n e  2 0 1 0 ;  p . 3 9 )  
 
E ach  q ue s t io n  o f  a  p r oces s  e l e me n t  i s  ev a lu a t ed  fo l lo w in g  th i s  
s ch e me .  T h e  s u m o f  a l l  s co r es  o f  t h i s  e l e me n t  d iv id ed  by  th e  s u m 
o f  t h e  ma x i mu m p o s s ib l e  s co res  i n  p e r cen t ag e  i s  t he  r e s u l t  o f  
t h i s  p a r t i cu l a r  p r o c e s s  e l e men t .  T h e  r e s u l t  o f  a  p r o du c t  g r o up  i s  
t h e  s u m o f  r e l a t ed  p ro ces s  e l e men t s  w i th  t h e  s a me  eq u a t io n .  
 

 
T a b l e  4 ,  V D A ,  o v e r a l l  a c h i e v e m e n t  c l a s s i f i c a t i o n  

( V D A  6 . 3 ;  2 n d  e d .  J u n e  2 0 1 0 ;  p . 4 1 )  
 
T he  o v e r a l l  r e s u l t  o f  a  p ro ces s  au d i t  i s  a cco rd i n g  th e  me n t io n ed  
s ch e ma t i c .  F in a l ly  a  s u pp l i e r  may  be  c l a s s i f i ed  a s  an  A ,  B  o r  C  
c l a s s  s u p p l i e r .  
 
 
V o lu m e 1 4 :   P r ev en t i ve  Q ua l i ty  M an a gemen t  M et h od s  in  th e  

P ro c es s  L a n d s c ap e  
 

P re ven t i v e  qu a l i t y  m an a gemen t  m e t ho ds  (Q M  me th od s )  
a r e  e s s en t ia l  p a r t s  o f  t h e  o r ga n i z a t io n ’ s  r e s p e c t i ve  q ua l i t y  
m a n a g em en t  s y s t e m .  T h ey  c o n t r ib u t e  e s s en t i a l l y  t o  t h e  
s u cc e s s f u l  co r po r a te  m an ag em e n t  i n  o r der  to  com p l y  
w i th  cus t o m er  r eq ues t s ,  t o  im p lem en t  r ob u s t  p r oces s es  an d  
to  l a un ch  re l iab l e  p r od uc t s  o n to  t h e  m arke t .  

I n  o r d er  t o  r e c e i v e  m o r e  r e l i a b i l i t y  i n  t h e  s e l e c t i o n  a n d  
u s e  o f  t h e  p r ev en t i v e  q u a l i t y  m a n a g e m en t  m e t h o d s ,  ex t en s i v e  
in t e r na t i o na l  s tu d ie s  w er e  ca r r i ed  o u t .  F r om  th e  r e s u l t s  o f  
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t h e s e  s tu d i e s ,  a  p r oc edu r e  wa s  dev e lo ped  b y  t h e  VD A  
wor k in g  gr o up  o f  t h i s  vo l u m e  th a t  m a kes  po s s ib l e  t h e  
s e l e c t i on  o f  t h e  m o s t  s u i t ed  m e t ho d  fo r  t he  u s e  c as e  a nd / o r  
t h e  p ro b l em  s o lu t i o n  a s  w e l l  a s  a l s o  th e  d e t e r m in a t io n  o f  t h e  
b en e f i t .  

( V D A  1 4 ;  1 s t  e d .  2 0 0 8 ;  p . 7 )  
 

T he  me t h o d  i s  bu i l t  o n  a  6  s t e p  mo d e l  a s  s h ow n  i n  th e  F i gu r e  6  
 

 

 
F i g u r e  6 ,  6  S t e p  m o d e l  o f  t h e  V D A  1 4  

(VDA 14;  1s t  ed .  2008;  p .18)  
 
 
T he  s t ep s  a r e :  
 

1 )  A n a ly s i s  o f  t h e  t a s k / p r o b le m  
2 )  S e lec t io n  o f  a  me t h o d  
3 )  Tes t i ng  o f  t h e  p r e r eq u i s i t e s  
4 )  S e lec t io n  o f  t h e  meas u r i ng  v a r i ab l e s  be f o r e  t h e  u s e  o f  t h e  

me t ho d  
5 )  A pp l i c a t i o n  o f  t h e  me t h o d  
6 )  A s ses s me n t  o f  t he  b en e f i t  a f t e r  ap p l i c a t i on  o f  t he  me t ho d  

 
T he  r eco mme n d ed  me th od s ,  t h e  t i me f r a me  o f  ap p l i c a t io n  in  t h e  
p r o j e c t  a nd  the  s t r a t eg i c a l l y  ob je c t i v es  c an  b e  f o u nd  i n   
A p pend ix  4 ,  S e l e c t io n  t ab l e  f o r  p r ev en t iv e  mea s u re .   
 
T he  V D A  1 4  d es c r ib ed  in  mor e  d e t a i l  a l l  t h e  q ua l i t y  p r ev en t iv e  
me thods  and  t he  app l i c a t i o n  o f  t he  6  s t ep s  me thod .   
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T he  V D A  1 4  i s  n o t  d es ig n a t ed  to  b e  c e r t i f i e d .  
 
 
Sh or t  Summary  
 
F o r  t h e  mos t  i mpo r t an t  k ey  p r oces s  a r ea s  an d  cu s to mer  
r eq u i r e m en t s  t he  V D A  h as  a  d e d i c a t ed  pu b l i c a t ion .  T h e  v o lu me  
6 .5  p r od u c t  au d i t  a n d  th e  vo lu me  6 .3  p r oce s s  a u d i t  a r e  t h e  o n es  
f r e qu en t l y  u s ed  i n  t h e  a u t o mo t i v e  s up p ly  b us in es s .  T he  O E M ’ s  
a nd  T i e r s  mak e  u s e  o f  t h es e  g u i de l in e s  e i t h e r  u nc h an g e d  o r  
mo d i f i ed  a c co r d in g  th e i r  r eq u i r e me n t s .    
Bo th  g u id e l in e s  a r e  no t  de s i gn a t e d  f o r  ce r t i f i c a t i o n  w h i l e  t h e  
V DA  6 . 1 ,  6 . 2  an d  6 .4  a r e  ce r t i f i ab l e  q u a l i t y  s t an d a rd s .   
 
 

3 .1 . 6   I S O 15 50 4 : 2 00 4  
 I n f o rm at io n  T ec hn o lo g y  –  P ro ce s s  A s s es s m en t  

P u r p o s e  a n d  s co p e  
 
T h e  I S O  1 5 5 0 4 :2 0 0 4  w as  p r ep a r ed  b y  J o in t  T e ch n i c a l  C o mmi t t e e  
I S O / I E C J T C  1 ,  i n f o r ma t ion  t e ch n o lo gy ,  S u bco mmi t t ee  S C7 ,  
S o f t w a r e  a nd  s y s t e m en g in e e r ing .  
 
T he  I S O  1 55 04 :2 0 0 4  f oc us  on  ho w  w e l l  a  p r oc e s s  i s  p e r f o r me d ,  
man a g e d ,  d e f in ed ,  me a s u r ed  an d  i mpr ov ed .  T h e  to o l  can  be  
a pp l i ed  t o  an y  p roces s  un d e r  t h e  co n d i t i o n  o f  an  e x i s t i n g  
r e f e r en c e  mod e l .  I n  p a r t  5  o f  t he  n o r m th e  I S O  1 2 20 7  ( S y s t e m 
and  s o f t w are  eng in ee r in g  –  S o f tw ar e  l i f e  cy c l e  p ro ces s e s )  i s  u s ed  
a s  r e f e r e n c e  mod e l .  T he  I S O 15 50 4 :20 0 4  mee t s  t he  r eq u i r e men t s  
o f  t h e  I S O  90 01  fo r  mo n i to r in g  a nd  me a s u r e m en t  o f  p r o c es s e s .  
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C o nd en sed  con t en t  o f  th e  I S O  1 55 0 4: 20 04  
 
T he  n o r m co ns i s t  o f  t h e  f o l l o w ing  pa r t s   

 
F i g u r e  7 ,  C o m p o n e n t s  o f  t h e  I S O / I E C  1 5 5 0 4  
 
T he  F ig u r e  7  g iv e s  b r i e f  i n f o r ma t i on  o f  t h e  co n t e n t  an d  t h e  
c on t ex t  o f  e a ch  p a r t .   
M o re  d e t a i l ed  in f o r ma t io n  o f  t he  con t en t  i s  me n t io n ed  i n  t h e  
n ex t  p a r a g r a ph .   
 

I SO / I E C 15 5 04 - 1  pr o v id es  a  gen er a l  i n t r od u c t io n  to  t h e  
c on cep t  o f  p r oc e s s  a s se s s m en t  a nd  a  g l os s a r y  r e la t ed  t e rm s  

 
I SO / I E C 15 5 04 - 2  se t s  ou t  t h e  m in im u m  r eq u i r e m en t s  f o r  

p er fo r m i n g  an  as s es s m en t  t ha t  en s ur e s  co n s i s t en cy  an d  
r ep ea ta b i l i t y  o f  t h e  r a t in gs .  T h e  r eq u i r e m en t s  h e lp  t o  e n s ur e  
th a t  t he  a s s es s m en t  o u tpu t  i s  s e l f -  c on s i s t en t  an d  p r ov id e s  
ev id en ce  to  s u bs ta n t ia t e  t h e  r a t in g s  a nd  v er i f y  co m p l ia n ce  
w i th  th e  r eq u i r em e n t .  

 
I SO / I E C 15 5 04 - 3  pr o v id es  g u id an c e  fo r  i n t e rp r e t i ng  t h e  

r eq u i r em en t s  f o r  p e r fo rm i n g  a n  a s s es s m en t .  
 
I SO / I E C 15 5 04 - 4  ide n t i f i e s  p ro ce s s  a s s e s s m e n t  a s  a n  

a c t i v i t y  t h a t  c an  b e  p e r fo rm e d  e i t he r  a s  p ar t  o f  a  p r o ces s  
im p r o vem en t  i n i t i a t i v e  o r  a s  pa r t  o f  a  ca p ab i l i t y  
d e t e r m in a t io n  a pp r oa ch .  T h e  pu r po s e  o f  p r oce s s  
im p r o vem en t  i s  t o  co n t inu a l l y  im p r ov e  o r g an i z a t io n ' s  
e f f ec t i v e n es s  a n d  e f f i c i en c y .  T h e  pu rpo s e  o f  p r oces s  
c a p a b i l i t y  d e t e r m i n a t ion  i s  t o  i d en t i f y  t h e  s t r en g th s ,  
w ea kn es s es  a n d  r i s k s  o f  s e l e c t e d  p r o ces s es  w i th  r e s p e c t  t o  a  
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p ar t i cu la r  s p ec i f i e d  r eq u i r e m en t  t h ro u gh  t he  p r oce s s  u s ed  
a nd  the i r  a l i gn m en t  w i th  the  b u s i ne s s .  

 
I SO / I E C 15 5 04 - 5  con ta in s  a n  e xe m p l ar  P r oc e s s  

A ss e s sm e n t  M od e l  t h a t  i s  b as ed  up on  the  P r o c e ss  R e f e r e n c e  
M od e l  d e f i n ed  in  I SO / I E C  1 2 20 7  A m d  1  A nn e x  F  a nd  A m d2 .  
A n  as s es s m en t  i s  c ar r i ed  o u t  u t i l i z i n g  c on fo r m an t  P r oc es s  
A ss e s sm e n t  M od e l ( s )  r e l a t e d  to  o ne  o r  m o r e  co n fo r m an t  o r  
c om p l ia n t  P r o c e ss  R e f e r en ce  M od e l s .  

 
      ( ISO/IEC 15504:2004,  p .  V) 

 
T he  b as i c  mo de l  o f  t h e  n o r m sh o w s  th e  ma i n  e l e me n t s  a nd  i t s  
i n t e r r e l a t i o n :  
 

 
 
 F i g u r e  8 ,  M a j o r  e l e m e n t s  o f  t h e  a s s e s s m e n t  p r o c e s s  
 
T he  mo d e l  i n  F ig u r e  8  ex p l a in s  t h e  s t r uc tu r e  o f  t he  n o r m.  I n  th e  
lo w er  a r e a  o f  t h e  f i gu re  t h e  a s s es s me n t  p ro ce s s  an d  th e  inp u t  
i n f o r ma t i on  ne ede d  to  p e r f o r m a n  a s s es s me n t  a r e  d e s c r i bed .  Th e  
a s se s s me n t  p roces s  a s  such  an d  t h e  ro l e s  ne ed ed  t o  r ea l i z e  
a s s e s s me n t s  a r e  men t i o n ed  i n  t h i s  mode l .  The  ex p ec t ed  ou tpu t  o f  
t h e  a s s es s men t  p r o c es s  c an  be  s e en  o n  t he  r ig h t  s id e .  
I n  t h e  up pe r  pa r t  o f  t h e  f i g u re  t h e  s t r u c t u r e  o f  a  r e f e r en ce  mod e l  
n eed ed  f o r  an  a s s e s s men t  i s  s h ow n .  Imp o r t an t  i s  t h e  d e f i ned  
con t en t  o f  t he  r e f e rence  mo d e l  an d  t h e  meas u re men t  c r i t e r i a  t o  
r ea l i z e  an  ob j ec t i ve ,  r epea t ab l e  an d  co mp ar ab l e  a s s es s men t  
r e s u l t .   
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T he  sy s t ema t i c  o f  pe r f o r ma n ce  ev a lu a t ion  b ased  on  th e  I SO  
1 55 0 4 : 20 04  i s  s h ow n  i n  th e  f ig u r e  b e lo w :  
 

 
F i g u r e  9  P r o c e s s  A s s e s s m e n t  M o d e l  r e l a t i o n s h i p s  
 
I n  F ig u r e  9  th e  I S O / I E C  1 5 50 4  s ho w s  the  f un d a me n ta l  s t r u c tu r e  
o f  t h e  a s s es s men t  mo de l .  O n  th e  h o r i zo n t a l  ax i s  t h e  p ro ces s es  
a cco rd ing  t he  r e f e r en ce  mo de l  a r e  ma pped  wh i l e  on  t h e  ve r t i c a l  
a x i s  t h e  r e s u l t s  o f  t he  c u r r e n t  p ro c es s  cap ab i l i t y  l ev e l  b y  r a t in g  
th e  p r o ce s s  a t t r i b u t e s  a r e  n o t ed .  T h e  d i ag r a m g i ves  an  o v e r v i e w  
o f  t h e  p r oc es s  p e r fo r man c e  o f  t he  c o n s ide r e d  s co pe .  A r e a s  o f  
i mpr o ve m en t  c an  e a s i ly  b e  de t e c t ed ;  a r ea s  o f  b e s t  p r ac t i c e  c an  b e  
u s ed  to  b e  d ep loy ed  i n  t h e  e n t i r e  o r g an iz a t io n .   
T he  a s s es s men t  h as  t he  g o a l  t o  de t e r min e  th e  c ap ab i l i t y  l ev e l  o f  
a  p r o c es s .  
T he  n o r m de f in es  t he  r eq u i r e men t s  f o r  a  r e f e r e n c e  mo d e l  a nd  t h e  
a s s e s s me n t  p r oc e s s  an d  g iv es  g u id a n c e  t o  a s s e s s  p r oces s es  o f  an  
o r g an i za t io n  o n  ho w  e f f ec t i ve  t h ey  a r e  i n  ach i ev in g  th e  go a l s  
r e l a t ed  t o  p r o c es s  c ap a b i l i t y .      
 
T he  mo d e l  has  d e f i ned  6  cap ab i l i t y  l ev e l s .   
L ev e l  0 :  I n co mp l e t e  p r o ce s s  
T he  p r o c es s  i s  n o t  i mp le me n t ed  o r  f a i l s  t o  a ch ie v e  i t s  p ro ces s  
p u r p os e  
A t  t h i s  l e v e l  t h e r e  i s  l i t t l e  o r  n o  e v i d en ce  a f  a n y  sy s t e ma t i c  
a c h i ev e men t  o f  t h e  p r o ce s s  pu r po s e  
L ev e l  1 :  P e r f o r med  p r o ce s s  
T he  i mp l e me n ted  p r oces s  a c h i ev e s  i t s  p r o ces s  pu r po s e  
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P A 3 1 . 1  P r oc e s s  p e r fo r man c e  a t t r i b u t e  
L ev e l  2 :  M an ag ed  P r o ce s s  
T he  p r ev i o us  d es c r ibed  –  P e r f o r med  P r oc es s  –  i s  n ow  
i mp l e me n ted  in  a  ma n ag ed  f a s h io n  ( p l ann ed ,  mo n i t o r e d  a nd  
a d ju s t ed )  an d  i t s  w o r k  p r od uc t s  a r e  ap p r o p r i a t e ly  e s t ab l i s h ed ,  
c on t r o l l e d  an d  ma i n t a in ed .  
P A  2 . 1  Pe r fo r man ce  man ag e men t  a t t r i bu te  
P A  2 . 2  Wo r k  p r od uc t  man ag e men t  a t t r i bu te  
L ev e l  3 :  E s t ab l i s h ed  P r o ces s :  
T he  p r ev i o us  d es c r ibed  -  M a n ag ed  P r oc es s  –  i s  n ow  i mp le me n t ed  
u s in g  a  d e f in ed  p r oces s  t h a t  i s  cap ab le  o f  ach i ev in g  i t s  ou t co me .   
P A  3 . 1  P roces s  d e f in i t i o n  a t t r i b u t e  
P A  3 . 2  P roces s  d ep loy men t  a t t r i bu t e  
L ev e l  4 :   P r ed ic t ab l e  P r o c es s :  
T he  p r ev i o us  d es c r ibed -  E s t ab l i s h ed  P r oc es s  –  n o w  o pe r a t e s  
w i t h i n  d e f in ed  l i mi t s  t o  a ch iev e  i t s  p r oces s  o u t co mes .  
P A  4 . 1P r o c es s  me as u r e me n t  a t t r i b u t e  
P A  4 . 2  P roces s  co n t ro l  a t t r i b u te  
L ev e l  5 :  O p t i mi z i n g  P r o ces s e s :  
T he  p r ev i o us  d es c r ibed  –  P r e d i c t ab l e  p r o ces s  –  i s  co n t i n u ou s ly  
i mpr o ve d  to  me t  r e l ev a n t  cu r r en t  an d  p r o j e c t ed  g oa l s  
P A  5 . 1  P roces s  i n n ov a t i on  a t t r i bu t e  
P A  5 . 2  P roces s  o p t i miz a t i o n  a t t r i bu te  

     (ISO/IEC 15504-2:2004,  p .6-11)  
  
T o  de t e r mi n e  a  c ap ab i l i t y  l ev e l  on e  o r  mor e  p r o ces s  a t t r i b u t e s  
h as  t o  b e  me a s u r e d  ag a in s t  t he  r eq u i r e men t s .  T h e  jud g men t  
l ev e l s  f o r  t he  a t t r i bu te s  a r e :   
N  –  n o t  a c h i e v ed ,        0  . . . . . . . .  1 5  %  
P  –  pa r t i a l l y  ach i e v ed ,    > 1 5  . . . . . . .  5 0%  
L  –  l a r g e ly  a ch iev ed    > 5 0  . . . . . .  8 5%  
F  –  f u l ly  a ch i ev ed    > 8 5  . . . . . .  1 00 %  a ch i ev e me n t  
 

     ( ISO/IEC 15504-2:2004,  p .6-11)  
 
A t  C ap ab i l i t y  l ev e l  1 ,  t h e  l e v e l  o f  ac h ie v e me n t  i s  r e l a t e d  t o  t h e  
p e r f o r ma n c e  o f  t h e  p r o c es s .  
C ap ab i l i t y  l ev e l  2 - 5 ,  t h e  l ev e l  o f  a ch i ev e me n t  i s  r e l a t ed  to  h ow  
w e l l  t h e  p r o ce s s  i s  man ag ed ,  d e f in ed ,  q u an t i t a t i v e l y  co n t r o l l ed  
a nd  i mp r o ve d  us in g  a  s t a nd a r d  s c a l e  o f  g oo d  ma n ag e men t  
p r a c t i c e .   
T he  in h e r e n t  co n t i nu o us  p r oces s  i mp r o ve me n t  ap p r oa ch  o f  t h e  
I S O / I E C 1 55 04 :2 0 0 4  i s  d e mo ns t r a t ed  in  t h e  f o l low i ng  f ig u r e :   

                                                 
3 P A . . . . . P r o c e s s  A t t r i b u t e  
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Figure 10,  Process  Improvement Model   

(ISO/IEC 15504-1:2004 ,  p .15) 
 
T h i s  f i g u r e  s ho w s  t he  i mp l i c i t  p r o c es s  i mp r o v e me n t  cy c l e  o f  t h e  
no r m mo d e l .  S t a r t i n g  w i th  t he  b us in e s s  a mb i t i o n s   t h e  p r o c e s s  
i mp r ov e me n t  i s  i n i t i a t ed .  P r o ces s  a s s es s men t  i s  u s ed  t o  
d e t e c t  i m p r o v e me n t  a r ea s .  T h e  a n a ly s i s  o f  t h e  r e s u l t s  l e ad s  t o  
i mp r ov e men t  me as u r e s  f o l lo w ed  b y  th e  d e t e r mi n a t io n  o f  t h e  
e f f e c t iv e n es s  o f  t h e  me a s u r e s .   Co n t inu o us  mo n i to r in g  o f  t he  
p r o ces s  p e r f o r ma n c e  an d  p os s ib l e  ne w  in p u t  o f  b u s in es s  
t a r g e t s  c l o s e  t h e  c y c l e .    
 
C ont ex t  to  o t h er  n or m s / s t a nd a rd s  
 
P ro ces s  me asu r e men t  an d  co n t in uo us  i mp r ov eme n t  i s  a  
r e qu i r e me n t  i n  a l mo s t  a l l  no r ms  a n d  Q u a l i t y  ma n ag e me n t  
sy s t e ms .  T h e  I S O  15 5 04 :2 0 0 4  i s  a  p r a c t i c ab l e  t o o l  t o  p e r f o r m 
p r o ces s  me a s u r e men t .  F o r  S W  p r oc es s  e va lu a t io n  th e  I S O  1 2 20 7  
i s  u s ed  a s  r e f e r e n c e  mod e l .   
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Bus ine s s  spec i f i c  app l i c a t io n s  a r e  me n t ion ed  b e l ow :  
   
I T I L   I T  s e rv i c es  man a g e men t  p r oc es s es  
SP iCE   f o r  SPACE,   
OOSPICE  Ob jec t  o r i en t ed  t e chno log i es  
ASPICE   fo r  t he  au to mo t iv e  ap p l i ca t i on  
 

T h e  l ea d i ng  a u tom o t i v e  m an u f ac t ur e r s  i n  t h e  G er m a n  
a u t o m o t i v e  i n d u s t r y  t h r o u g h  th e  H er s t e l l e r in i t i a t i v e  
S o f t w a r e  (H I S )  i n v es t i g a t ed  t h e  va r io us  p r o ce s s  a s s e s s m e n t  
s ta n da r ds  an d  ch o s e  t o  ad o p t  I SO / I E C  1 5 50 4 .  T he  g r ou p  
c on s i s t s  o f  A u d i ,  B M W ,  D a im l er ,  P o r s che  a n d  V W  g r ou p .                   

  (Loon van  Han,  2004b,  p .155)  
 

 
 

F i g u r e  1 1 ,  E x i s t i n g  r e f e r e n c e  m o d e l s  
(ht tp : / /www.methodpark.de/ ressourcen/download/praesentat ionen/category;Spice-

news.pdf ,  15 .04.2008,  Bernd.Hindel ,  accessed Nov. 2010) 
 

F ig u r e  1 1  s ho w  t he  ex i s t i ng  r e f e r en c e  mo de l s  t o  t he  I S O  1 55 0 4 ,  
S o f t wa re  eng in ee r i n g  an d  A u t o mo t i v e  s p i ce  a r e  u s in g  t h e  IS O  
1 22 0 7 ,  sy s t e m eng i ne e r ing  t he  I S O  15 28 8 .  O the r  p r o ces s  
r e f e r en c e  mod e l s  w i l l  f o l lo w  in  t he  f u tu r e .  
 
Sh or t  Summary:  
 
T he  I S O  1 55 04 :2 0 0 4  i s  a  mo de l  f o r  a n  o b j e c t i ve  ev a lu a t ion  o f  
p roce s se s  c apab i l i t y  t o  r each  t he  t a rge t ed  p roc es s  ou tpu t .  The  
r e su l t  o f  t he  ev a lu a t ion  t oo l  i s  ba s ed  on  ind iv i d ua l  p ro ces s  o r  a  
s e t  o f  p r o c es s es .  T he  n o r m mo de l  c a n  b e  u s ed  f o r  an  i n d iv idu a l  
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g r o u p  o f  peo p l e  l i k e  a  p r o j e c t  t e a m a nd  d o es n ' t  a l l o w  con c l ud in g  
th e  p e r f o r man c e  o f  a  co mp l e t e  o r gan iz a t io n .   
T he  r e s u l t  o f  an  a s s es s men t  r e f l e c t s  t he  c u r r e n t  p r o c es s  
c a p a b i l i t i e s  i n  co mpa r i so n  w i t h  th e  o r g a n i z a t io n  n e ed s  a n d  
e n ab l e s  t h e  o r g a n i z a t i o n  t o  s t e e r  an  i mp r o v e men t  p r o ce s s  
i n i t i a t i v e .  
A n  a s se s s me n t  app r a i s e s  t h e  c ap ab i l i t y  l ev e l  o f  i n d iv id u a l  
p r o ce s s e s  an d  n o t  t h e  l ev e l  o f  t h e  e n t i r e  o r g an i z a t io n .   
B as ed  on  th e  h i s to r y  o f  t h e  no r m,  S W  dev e lop me n t  p r o ce s s  i s  t he  
ma in  a r ea  o f  ap p l i c a t i on  wh i l e  a t  o th e r  a r eas  l i ke  acqu i s i t i on ,  
h a r dw a r e  an d  me c h a n i c a l  d e ve lo p me n t ,  p r od u c t io n  an d  S CM  t h e  
a p p l i ca t i o n  o f  t h i s  n o r m i s  l i mi t ed .     

3.2  Business  Process  Management  
 
I n  t h i s  ch a p t e r  t h es e  to p i c s  a r e  ex p l a i n ed :  
W hy  b us ines s  ma n ag e men t ;  un de r s t and in g  th e  en t e rp r i s e ;  
b u s i n e s s  p r o ces s  a r c h i t e c t u r e ;  p r o ces s  mod e l l i n g  an d  p r o c es s  
p e r f o r ma n c e  me a s u r e me n t   
 

3 .2 . 1  W h y  B u s in es s  P ro ces s  m a n a g em en t   
 

E v er y  o rg a n i z a t io n  w an t s  t o  im p r o ve  t he  w a y  i t  d o es  
b u s i n e s s ,  i m p r o ve  i t s  a b i l i t y  t o  r e s p o n d  r a p i d l y  a n d  
d yn am i ca l l y  t o  m a r ke t  f o r ces  an d  to  c om p e t i t i o n ,  a n d  to  
p r o d u ce  g o o d s  a n d  s er v i ce s  m o r e  e f f i c i e n t l y ,  w h i l e  
i n cr e as in g  p r o f i t s .  L ea d i ng  c om p an i e s  a re  i n cr e as in g ly  
u s in g  bu s in es s  p r o c es s  m a n ag em en t  t e c hn iq u e s  to  d e f i n e  a nd  
a l ig n  th e i r  p r o ce s s e s ,  v e r t i c a l l y  an d  h or i zo n ta l l y .  A t  t h e  
s a m e  t im e  th e y  a r e  im p l em e n t i ng  p r o c es s  g o v er n an c e  a nd  
p er fo r m a n c e  m ea s u r e m en t  s y s t em s  t o  a s s u r e  c o s t  e f f e c t i v e  
a nd  co ns i s t en t  o u t c om e s .   

     (Harmon P.  2007,  f ront  f lap)  
 

H a ve  a  c o m p u te r  p r og r am  p ro d uc es  a n  in co r r e c t  r e s u l t ,  
w e  d o  n o t  c o r r e c t  t h e  r e s u l t ,  r a th er  w e  co r r e c t  t h e  p r o g r a m .  
S im i l a r l y ,  wh en  a  p r o ces s  p r o du ce s  a n  in cor r e c t  (p r od u c t )  
r e s u l t ,  we  s h ou ld  n o t  co r r ec t  t h e  pr o d uc t ,  bu t  r a t her  co r r ec t  
t h e  p ro ce s s  ( t h e  m ea n s )  f o l l o wed  to  p r od uce  i t .  

 
O r g an i z a t io ns  th er e fo r e  d e f i n e  p r o c es s es  i n  o r der  to  

m in im i ze  th e  n ega t i v e  a s p ec t  o f  v ar i a t i on  i n  p r o du c t ion  o f  
p r od u c t s  an d  s e rv i c e s .  Fu r th erm ore  t o  im pro ve  p r od uc t s ,  a n  
o r ga n i z a t ion  can  i m pr o ve  t h e i r  p e op le  ( t h r o u gh  e du ca t io n )  
a nd /o r  i m pr o ve  th e  p r o ces s e s  u s e d .  I m pr o v in g  th e  p r o c e s s e s  
l ea d s  t o  m o r e  co n s i s t en t ,  h ig h e r  q u a l i t y  r e su l t s .  

      ( s e e  1 .5  H y po t h es i s )  
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A t  t h e  s a m e  t im e  i t  i s  i m p o r ta n t  t h a t  p r o c es s es  d o  n o t  
c re a t e  r e s t r i c t i on s  o r  i m po s e  n eg a t i v e  u np r o d u c t i v e  
o ver h ea d s  in  a c t i v i t i e s ,  e s p ec ia l l y  i n  c r ea t i v e  a c t i v i t i e s .  

B u r ea u cr a t i c  a s p e c t s  o f  p r o ces s es  o r  p r o ces s  r ig id i t y  
c an  u n do  m u ch  o f  t he  b en e f i t  o f  p r o ce s s e s .  I t  i s  t h er e fo r e  
im p o r tan t  t h a t  p r o c e s s es  a r e  d es i gn e d  t o  s u i t  t he  s i z e  o f  a n  
o r ga n i z a t ion ,  w ha t  p r o du c t  i t  p r od u ces  an d  th e  p eo p l e  i t  
e m p lo ys .  P ro c e s se s  n eed  t o  be  a d ap ta b le  ( t a i lo r ab le )  t o  s u i t  
t h e  p ar t i c u l ar  ap p l i ca t io n  w i th in  a n  o rg a n i z a t i o n .  

      ( s e e  1 .2  M o t i v a t i on )  
                   (Loon Han,  van,  2004a,  p6-7)  

 

3 .2 . 2  Und ers tand in g  the  En te rp r i se  
 
T h e  f i r s t  p h a se  i n  t h e  c r e a t i o n  o f  a  B P M  i s  t o  un d e r s t an d  th e  
e n t e r p r i s e  a s  a  w h o l e .  
I n  t h i s  ph as e  th e  e xe cu t iv e  co m mi t t e e  an d  th e  s en io r  ex ecu t i ve s  
o f  t h e  co mp a ny  a r e  i n v o lv ed .  I t  i s  ab s o l u t e ly  c r i t i c a l  t h a t  
eve ry one  unde r s t and  and  ag ree s  on  t h e  b as i c  v a lu e  ch a i n  
p r o ce s s e s  ( k ey  b u s in es s  p r o c e s s es )  t h e  co mp a n y  s u p p o r t s  an d  th e  
s t r a t eg i c  goa l s  e ach  va l ue  cha i n  i s  r e spons ib l e  f o r  ach i e v i ng .   
 
O f  p a r a mo u n t  i mp o r t an ce  i s  t h e  an s w er  to  t h e  co r e  q u es t io n  each  
en t e rp r i s e  h as  t o  f o r mu la t e  f o r  de f in i n g  th e  mi s s io n :  “ W hy  do  w e  
ex i s t ? ”  
T he  mi s s i on  s t a t e m en t  s e t  d o w n  in  w r i t i n g  w h a t  ba s i c  p r i n c ip l e s  
a r e  v a l id  i n  t h e  en t e rp r i s e ,  t h e  v a lu es  and  t a rg e t s  t h e  man ag er i a l  
d e c i s ion s  s h o u ld  be  b as ed  u po n .  
T h e  l i v ed  mis s io n  s t a t e me n t  c r e a t e s  a  s t r o n g  id en t i t y  w i th  th e  
en t e rp r i s e  and  r e s u l t s  i n  ad v an t ag es  l i k e :  
 

U n i q u e  c h a r a c t e r  o f  t h e  en t e r p r i s e  
Co mmon  f o un da t io n  o f  t ru s t  
V a l i d  fo r  a l l  e mp l oy ees  
Cr e a t e s  c o mmo n  u n d er s t and in g  

 
(Wagner W.Karl ,  Patzak Gerold  2007,  p .8 ,  t ranslated)  

 
I n  h i s  1 98 0  b oo k  o n  Co m pe t i t i v e  S t r a t eg y ,  P o r t e r  d es c r i bed  
compe t i t i on  in  mos t  t rad i t i o na l  i n dus t r i e s  a s  f o l l ow in g  one  o f  
t h r e e  g en er i c  s t r a t eg i e s :   
 

Co s t  l ea d e r s h ip  
D i f f e r en t ia t io n  
N i che  s p e c i a l i z a t i o n  

(Harmon P.  2007,  p .  39) 
 

whi l e  T r eac y  an d  W ier s em a ,  de f in ed   t h e  th r e e  va l u e  
p r op o s i t i o ns  th a t  co m p an i e s  m us t  ch o os e  b e tw e en  a r e :  
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P r o du c t  L ea de rs h ip  
Cu s to m er  i n t i m a c y  
O p e r a t i o n a l  E x c e l l en c e  

(Harmon P.  2007,  p .48)  
 

T h e  ach i e vem en t  o f  t h e  co m pa n y  o r  s e r v i ce  v i s i on  
a nd  m i s s ion  r equ i r e s  t h e  d e v e lo p m e n t  o f  bu s in e s s es  o r  
s e r v i ce  s t r a t eg ie s ,  i n c l u d in g  s t r a t eg i c  p o s i t i o n i n g  in  t h e  
m a r ke t  p l ac e .  P l an s  c an  t h e n  be  d ev e lop ed  f o r  im p lem e n t in g  
th es e  s t r a t eg i e s .                            

 (Okland John S.2003,  p .37)  
 

I n  th e  n e x t  ph a s e  t h e  va lu e  c ha in s  o f  t he  o r ga n i z a t ion  
h as  to  b e  de f in ed .  T he  g oa l  o f  ea ch  v a lu e  ch a i n  an d  th e  
r e l a t ion s h i p  be tw e en  c or e  p ro ce s s e s  a nd  m a n ag er ia l  an d  
s u pp o r t  p r oces s es  a r e  a l s o  s pe c i f i ed .  T h u s ,  s pe c i f i c  b u s i ne s s  
p r oces s  a r ch i t e c tu re  i s  d eve l op ed  f o r  ea c h  in d i v id ua l  v a lue  
c ha in .   

(Harmon P.  2007,p .61) 
 

 
 
F i g u r e  1 2 ,  B u s i n e s s  p r o c e s s  p y r a m i d  [ Harmon P.  2007.  p . x x v i i ]  
 
I n  t h i s  f i g u r e  a  b a s i c  s t r u c t u r e  o f  a  b us in es s  p r oces s  mod e l  w i th  
f o c u s  o n  the  p r o ce s s  h i e r a r c hy  i s  s h ow n .  O n  the  E n t e r p r i s e  l ev e l  
V i s i o n ,  M is s io n  a n d  S t r a t e g ie s  a r e  t r an s l a t e d  to  a  B u s i n es s  
p r o ce s s  ma n ag e men t  ( co r p o r a t e  b u s ine s s  p r o ces s  a r ch i t e c tu r e ) .  
O n  B u s i ne s s  P r o ce s s  l ev e l  p ro ce s s e s  a r e  mo r e  s p ec i f i c  a n d  o n  th e  
i mp l e me n ta t io n  l ev e l  p r o ces s  man ag eme n t  s u p p or t  t o o l s  a r e  
i mp l e me n ted ,  t r a i n in g s  f o r  n ew  e mp lo y ees  d es i g n ed ,  j o b  p r o f i l e s  
c r e a t ed  t o  r e a l i z e  t h e  d e f i n e d  p r o c es s es .  
T he  f igu r e  s h o u ld  de mon s t r a t e  t h e  d e pen d en cy  o f  t h e  d i f f e r en t  
l ev e l s .      
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3 .2 . 3  B u s in es s  P ro ces s  a r ch i t ec t u r e   
 
S y s tem a t i c  o f  b u s in es s  p ro ces s  de f i n i t i on :  
 
B us i n e s s  p r o ces s es  co ns i s t  o f  c r os s  f un c t io n a l ,  v a lu e  ad d in g  
ac t i v i t i e s  t o  r e a l i z e  cus to mer  r equ i r emen t s  an d  have  s t r a t eg i c  
i mp o r t an c e  to  t h e  en t e r p r i s e .  Bu s in e s s  p r o ce s s e s  f a c i l i t a t e  t o  
ove rco me  the  f r ag me n ta t i o n  o f  t he  s t r uc tu r a l  p roces s  cha i n s  
w i t h i n  f u nc t io n a l  o r gan i z a t io n s  an d  to  con c e n t r a t e  t h e  a c t iv i t i e s  
o f  a  co mp any  to  sa t i s fy  cus to mer  r eq u i r e men t s .  A l t e r n a t iv e  
e xp r e s s i o n  f o r  bu s in es s  p r oc e s s  co u ld  b e  k ey ,  co r e  o r  co r p o r a t e  
p r o ce s s .   
 
 
T h e  key  s t ep s  i nvo l v ed  in  c r ea t in g  bu s in es s  p r o ces s  a r ch i t e c tu r e  
a r e  a s  f o l lo ws :  
 

Id en t i f y  a  s p ec i f i c  va lu e  ch a in  
D e t er m i n e  t h e  s p e c i f i c  s t r a t e g i c  goa l s  t he  va lue  ch a in  i s  t o  
ach i e ve  
D e t er m i n e  h o w  y o u  w i l l  m e a s u r e  wh e th er  o r  n o t  t h e  v a lu e  
ch a in  a ch ie ves  i t s  go a l  
Su b d iv id e  t he  va lu e  c ha in  i n to  i t s  m a jo r  p r o c es s es  an d  s u b  
pr o ces s e s   
D e f i n e  w ho  i s  r e s p on s ib l e  f o r  t h e  p r o c es s ,  h o w to  m ea s ur e  
t h e  p er f o r m a n ce  a nd  n e e d e d  r es o u r c e s .  

( Harmon P.  2007,p . 8 2 )  
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E xa mp l e  o f  a  p r o c es s  l an ds c a pe ,  p r e s en t a t io n  o f  t he  co r e  
p r o ce s s e s :  
 

 
 
F i g u r e  1 3 ,  E x a m p l e  o f  a  b u s i n e s s  p r o c e s s  m o d e l  

( C o n t i n e n t a l  A u t o m o t i v e )  
 
I n  t h i s  mod e l  t h e  d i s t i n c t io n  o f  t h e  p r oces s es  i n  man ag emen t ,  
v a lu e  ad d e d  an d  s up po r t  p r oc e s s es  i s  c l e a r ly  v i s ib l e .  T h e  p i c tu r e  
i s  an  e x a mp l e  o f  a  h ig h  l ev e l  o v e r v i ew  on  t he  co r e  p r o c e s se s  o f  
a n  en t e r p r i s e .  T h e  s t a r t i ng  a nd  e nd in g  po in t  i n  t h e  ho r i z o n t a l  
d ep i c t i o n  i s  w i t h  t h e  c u s t o me r  wh i l e  t h e  co mpany  s t r a t egy  and  
s u pp o r t  p r o ces s es  a r e  s ho w n  in  v e r t i c a l  d i r e c t io n .  T h i s  mo de l  i s  
v e ry  mu ch  l i nk ed  t o  F igu r e  2 ,  Mo de l  o f  a  p ro ces s - based  q ua l i t y  
man ag e men t  sy s t em men t io ned  in  t h e  IS O  900 1 .   
 
 
S ev e r a l  I T  t oo l s  e x i s t s  t o  s up po r t  t h e  ma pp in g  an d  ma n ag e men t  
o f  t h e  p r oc es s es ,  t e mp l a t e s ,  j ob  p r o f i l e s  l i k e  A RIS  fo r m I DS  
S ch e e r ,  S t ag e s  f r o m M e th o d  P a r k  S o f tw ar e  A G ,  Co r p ora t e  
Mo de le r  f ro m Cas ew ise ,  Web s ph e r e  MQ  w ork f low  f r om I BM an d  
N au t i lu s / Ged i l an .  
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3 .2 . 4  P ro c es s  m o d e l l i n g  
 
F o r  t h e  d e f in i t i o n  o f  “p r o ce s s ”  s e e  T ab l e  2  L i s t  o f  D ef in i t i o n s .  
 
A  bu s in es s  p r oce s s  co n s i s t s  o f  t h e  f o l lo w in g  e l e me n t s :  
 

Cu s to mer  r eq u i r e men t s  
I npu t s  
V a lu e  c r e a t i on  
Cu s to me r  r e s u l t s  
Bu s in es s  p r o ce s s  r e s p o n s ib l e  
Ta r ge t  an d  pe r f o r man ce  in d i c a t o r  t o  s t e e r  t h e  b us i nes s  
p r oces s  

(Schmelzer  J .  Hermann, Sesseslmann Wolfgang 2002,  p .35,  t ranslated)  
 

 
 
 
F o r  p ro ce s s  mo d e l l i n g  th e  “ In t e g r a t i o n  D ef in i t i on  F u nc t i o n  
M o de l l i n g ”  ( I D E F - 0 )  can  b e  u s ed .   

 
 

 
 
F i g u r e  1 4 ,  K e y  a s p e c t s  o f  a  p r o c e s s  m o d e l  

(ht tp: / /www.syque.com/improvement / ICOM.htm, Nov. 2010) 
 

T h e  I D E F - 0  m od e l  de s cr ib es  w h a t  a  p r oces s  d o e s ,  wh a t  
c o n t r o l s  i t ,  wh a t  t h i n g s  i t  w o r k s  o n ,  w h a t  m ea n s  i t  u s es  t o  
p er fo r m  i t s  f un c t io n s ,  an d  w ha t  i t  p r o du c e s .  M e an in g  o f  
a r r ow s  a n d  bo x e s  i s  s tan d a r d i z ed .  A r r o ws  on  the  l e f t  s i de  o f  
t h e  b o x  a re  i np u t s ,  wh i ch  ar e  t r a ns fo r m ed  b y  t h e  p r o c es s  t o  
p r od u ce  ou tp u t  a r r ow s  o n  t h e  r ig h t  s id e .  A r r o ws  en te r i n g  
th e  to p  o f  t he  box  a re  con t r o l s  wh i ch  spec i f y  t he  cond i t i o ns  
r eq u i r ed  fo r  t h e  p r oc es s  t o  gen er a t e  t h e  co r r e c t  ou tp u t s .  
A rr o w s  c o n ne c t ed  t o  t h e  b o t to m  f ro m  the  b o x  r ep r es en t  
m ec ha n i s m  o r  r e so u r ces .   

 (Okland John S.2003,  p .176) 
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F i g u r e  1 5 ,  P r o c e s s  a n d  s u b  p r o c e s s  s t r u c t u r e  
 

(ht tp: / /www.idef .com/pdf/ idef0 .pdf;  page 16;  Oct .2010) 
 
 
T he  p i c tu r e  sh ow s  th a t  p r o ces s  d i ag r a ms  a r e  b r ok en  d o w n  in  
mor e  d e t a i l e d  d i ag r a ms ,  t h e  t op  l ev e l  d i a g r a m p r o v i d i ng  a  
d es c r ip t i o n  o f  t h e  h ig he s t  l e ve l  p r o c e s s .  T h i s  i s  f o l low e d  by  a  
s e r i e s  o f  ch i ld  d i a g r a ms  p r ov id in g  d e t a i l s  o f  t h e  s ub  p r o c e s se s .  
 
 
T he  A me r i c an  P r od uc t iv i ty  a nd  Q u a l i t y  C en t r e  ( A P Q C)  hav e  
d ev e lo p e d  a  P r o ce s s  C l as s i f i c a t ion  F r a me w o r k  ( P CF )  w h ich  c an  
b e  u s e d  a s  a  r e f e r e n c e .   
T h i s  f r a mew or k  s u pp l i e s  a  g en e r i c  v i ew  o f  bu s in es s  p r o c e s se s  
and  can  b e  t a i l o r ed  t o  a  p a r t i cu l a r  bus ines s .  
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F i g u r e  1 6 ,  P r o c e s s  C l a s s i f i c a t i o n  F r a m e w o r k  

(ht tp: / /www.apqc.org/knowledge-
base/download/31928/a%3A1%3A%7Bi%3A1%3Bs%3A1%3A%222%22%3B%7D/i

nl ine.pdf?dest inat ion=node/31928,  Version 5 .2.0-en-XI •  Dec.  2010 /   
access  Dec.2010) 

 
T he  p r o c es s  c l a s s i f i c a t io n  f r a mew o r k  o v e r v i e w  ( F igu r e  16 )  i s  
s h ow n  i n  th i s  p i c tu r e .  E a ch  c a t eg o ry  ( 1 - 1 2 )  i s  d iv id e d  i n  s u b  
p r o ce s s e s  w i t h  t h e  a i m t o  o f f e r  a  f r a me w o r k  c o mpl e t e  a s  p o s s i b l e  
a nd  t o  d e l iv e r  a  h a r mon iz e d  v o c a b u l a r y .   S p ec i f i c  p r o c e s s  
c l a s s i f i c a t io n  f r a me w or k  ( PC F )  f o r  t he  au to mo t iv e  bu s in es s  c an  
b e  f o un d  a t  t h e  A P Q C o n  h t t p : / /w w w .ap q c . o r g .   T o  a  ce r t a i n  
e x t e n t  t h e  co mp a r a b i l i t y  o f  p r o ces s  p e r f o r ma n c e  f r o m d i f f e r en t  
co mp an ie s  by  us ing  th e  s a me  f r a mew o rk ,  can  be  r ea l i z ed .  
 

3 .2 . 5  P ro c es s  p e r fo rm a nce  meas u re me nt  
 
S ev e r a l  r e a s o ns  ex i s t  t o  me as u r e  p r o c es s es :  
 

To  s t e e r  t h e  p r o ces s  
S ecu r e  t h e  r e l i ab i l i t y  o f  p r oces s es  r e s p ec t iv e l y  to  d e t e c t  
d ev i a t i on s  i n  t h e  c us t o me r  e x pe c t a t io n  in  t i me  

P ro ces s  ev a lu a t i on  
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C on t i nu ou s ly  c o mp ar e  th e  p r oces s  p e r f o r man ce  w i th  t h e  p l an n e d  
t a rg e t  

 
 
D e t ec t  i mp r o v e me n t  p o t en t i a l  

P r oc es s  i n d ic a t o r s  a r e  t h e  s t a r t i n g  p o in t  f o r  an a l y s i s  an d  de l iv e r  
p o t en t i a l  a r e as  f o r  i mp r o v e m en t   

E f f ec t i v e n es s  o f  c h an g e s  
P e r f o r ma n c e  me as u r e me n t  v e r i f i e s  t he  d ev e lo p men t  o f  p r o ce s s  
p e r f o r ma n c e  co mp r eh en s iv e  

P o s i t i o n i n g  to w ar d s  co mp e t i t o r s  
Q u an t i f i c a t io n  o f  p r oces s  p e r fo r man ce  en ab l es  co mp ar i s o n  w i t h  
c o mp e t i t o r s  

M o t iv a t io n  e f f e c t  
By  pe r fo rmanc e  i nd i c a to r s  t he  succe s s  o r  bad  suc ces s  beco mes  
app ra i s ab le  an d  t r ans p a r en t  

O b j e c t i ve  b a ck gr o un d  f o r  d ec i s ion s  
M e as u r e me n t  r e s u l t s  c o n t r i b u te s  t o  t h e  q u a l i t y  o f  d ec i s io n s  
 

(Jung Berndt ,  2006,  p  70-71,  t ransla ted)  
 
T o  en s ur e  cu s to m er  r equ i r em en t s  ha ve  b een  m e t  
T o  g i ve  i n d i ca t ion  o f  t h e  co s t  o f  po or  qu a l i t y  
T o  ju s t i f y  t h e  u s e  o f  r e s ou r ces  

(Okland John S.2003,  p .103) 
 
C r i t e r i a  f o r  p e r fo rman c e  in d ic a to r s :  

 
M us t  b e  i mp or t an t  i n  r e s p ec t  t o  t h e  b u s in es s  t a r ge t s  
M us t  b e  e as y  u nd e r s t an d a b l e  a nd  e xp l a i n a b le  
M u s t  b e  s e n s i t i v e  t o  i n d i c a t e  d ev i a t i o n s  
D a t a  s h ou ld  b e  ea s e  t o  r e t r i ev e  
S ho u l d  s up p or t  t o  s t e e r  t h e  b u s ine s s  
S ho u l d  hav e  a  l o g i c a l  i n t e r r e l a t ion  

 
 
T he r e  a r e  tw o  w ay s  o f  t a rg e t  s e t t i ng :  
 
T he  to p  d ow n  app ro ach ,  t a rg e t s  a r e  d e r iv ed  f r o m th e  b u s in es s  
s t r a t egy  and  the  b o t to m u p  ap p ro ach  wh er e  th e  t a r g e t s  a r e  d r iv en  
by  r e s u l t s  o f  e . g .  cu s t o mer  s a t i s f ac t io n  me as u r e men t ,  an a ly s i s  o f  
p r o b le ms ,  p r oces s  b en ch mar k  an d  t i me  co mp a r i s o n  w i t h  p r ev io us  
r e s u l t s .   
T he  co nd i t i on  fo r  t h e  t op  d o w n  ap pr oa ch  i s  an  u p da t ed  b us in es s  
p l an n ing  and  i s  t he  p r e f e r r e d  on e .  
 
T he  B a lan ced  s co r e  ca r d  i s  a  w id e ly  u s ed  to o l  t o  s t r uc t u r e  
p e r f o r ma n c e  in d ic a to r s  i n  a  d e f in e d  co n t ex t  c o n s ide r i n g  k ey  
p r o ce s s  a r eas  o f  a n  en t e r p r i s e .   

(Schmelzer  J .  Hermann, Sesseslmann Wolfgang 2002,  p .176-177,  t ransla ted)  
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Th e  b a la n ced  s co re  ca rd  
 

 
 
F i g u r e  1 7 ,  B a l a n c e d  S o r e  C a r d  

( h t t p : / / w w w . b a l a n c e d s c o r e c a r d . o r g / B S C R e s o u r c e s / A b o u t t h e B a l a n c e d S c o r e
c a r d / t a b i d / 5 5 / D e f a u l t . a s p x , N o v . 2 0 1 0 )  

 
T he  p r in c ip l e  s t r u c tu r e  o f  t h e  B S C  i s  t h e  d e f in ed  i n t e r r e l a t io n  o f  
t h e  p e r f o r man c e  a r e as  L e a r n i ng  a nd  G r ow t h ,  I n t e r n a l  B u s i ne s s  
P r oces s es ,  Cus to mer  an d  F i n an c i a l s .  E ach  pe r f o r man ce  a r ea  
n e ed s  d e f in ed  in d i c a t o r s  w i t h  c l e a r  o b j e c t i v es ,  meas u r e s ,  t a r g e t s  
a nd  i n i t i a t i v es .  A l l  i nd i c a to r s  a r e  d e r i v ed  f r o m an d  s ho u l d  
s u pp o r t  t h e  v i s i on  a nd  s t r a t eg y  o f  t he  en t e r p r i s e .   
 
 
I n  t h e  n e x t  f i gu r e  t he  l i nk a g e  b e t w e en  t h e  v i s io n  an d  t h e  
me a s u r e s  d e f i n e d  f o r  t h e  BS C  i s  s h ow n .  T h e  s t r a t eg y  i s  
t r an s l a t e d  in  c r i t i c a l  s u cce s s  f ac to r s  ( CSF )  an d  f u r th e r  o n  in  
c o n c r e t e  me a s u r es  o f  t h e  B S C.  
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F i g u r e  1 8 ,  L i n k i n g  s t r a t e g i e s  t o  B a l a n c e d  S c o r e c a r d  M e a s u r e s  
 
(ht tp: / /bpt rends.com/del iver_fi le .cfm?fi leType=publ icat ion&fileName=5%2D03%

20TB%20Evol%20of%20Balanced%20Scorecard%2Epdf;Harmon Paul  page 2 ,  
Apri l  2003,  accesed  Nov.2010) 

 
 
Su mmary  
 
A  bu s in es s  p r oce s s  man ag emen t  i s  t h e  s y s t e ma t i c  t o  t r an s l a t e  t h e  
o b j ec t  o f  an  en t e rp r i s e  i n  a  s e t  o f  l og ica l  l i nk ed  p r oces s es  w i th  
th e  a i m t o  e s t ab l i s h  t h e  in f r a s t r u c tu r e  t h e  b u s i n es s  t a r g e t s  a r e  
p o t en t i a l l y  t o  b e  a c h iev ed .  A  on e - man  b u s i ne s s  p r o ba b l y  do n’ t  
n eed  a  B P M  h ow ev er  w i th  i nc r e as in g  co mp any  s i z e  a  p r oc es s  
man a g e men t  s y s t e m i s  i n d i s pe ns ab le  t o  r e a l i z e  an  e f f e c t i v e  w a y  
o f  w or k ing .  A n  e s t ab l i s h ed  p r o ce s s  ma n ag e men t  s y s t em en ab le s  
t h e  o r g an iz a t ion  to  v e r i f y  t he  p r o c es s  pe r f o r ma nc e ,  t o  p e r f o r m 
p r o ce s s  r ev i ew s  a n d  s u b se qu en t ly  p r oc es s  i mpr o ve me n t s .  A  B P M  
s h ou ld  h e lp  a  n ew  e mp lo y e e  to  l e a r n  e f f ec t iv e l y  h ow  th e  
e n t e r p r i s e  i s  f u n c t i o n in g .     
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3.3  Assessments  and improvement  methods  
 
T he  me t h o d s  in  c h a p t e r  6 . 3 . 1  -  6 . 3 . 5  a r e  do cu men t ed  b y  th e  
f o l lo w i n g  s t r u c tu r e :  
 

M e th od  b a c kg r ou nd ,  h i s to r y  
M eth od  d e sc r i p t i o n  a nd  s t r u c tu r e  
A s se s s me n t  g u id e l i n es  
A w ar d in g  p r i nc i p l e s  
S u mma r y  

 

3 .3 . 1  C a p ab i l i t y  Ma tu r i ty  M o de l  I n t eg ra ted  (C MMI )  
 
M et h o d  b a ckg ro u n d ,  h i s t ory  
 

C a p a b i l i t y  M a tu r i t y  M o d e l  I n teg r a t ed  ( C M M I )  
 i s  a  p r o c es s  im p ro v e m en t  a pp r o ac h  t ha t  p ro v i d es  
o r g a n i z a t io n s  w i t h  th e  e s s e n t ia l  e l e m en t s  o f  e f f ec t i v e  
p r o c es s es  t h a t  u l t i m a te l y  im p r o v e  th e i r  p er fo r m a n ce .   

C M M I  c an  b e  u se d  to  g u i d e  p r oces s  i m p r ovem en t  a c ro s s  
a  p r o j e c t ,  a  d i v i s io n  o r  a n  e n t i r e  o r g a n i z a t i on .  I t  h e lp s  
i n t e gr a t e  t r a d i t i on a l l y  s ep a r a te  o r ga n i za t i on a l  f u n c t io n s ,  
s e t  p r o c e s s  im p r o vem en t  go a l s  a nd  pr io r i t i e s ,  p ro v i d e  
g u i da n c e  fo r  q ua l i t y  p r oc es s es ,  a nd  p r ov id e  a  po in t  o f  
r e f e r en c e  fo r  a p p r a i s in g  cu r r e n t  p r o c e s se s .   

 (ht tp: / /www.sei .cmu.edu/cmmi/index.cfm, Oct .  2010) 
 

T h e  CM M  w as  or i g in a l l y  d e v e l op ed  t o  e va lu a t e  I T  
d ep ar t m e n t s ,  t h e  e x t en d ed  v e r s i on ,  C M M I ,  i s  des ig n ed  t o  
h e lp  com p a n ie s  e v a lu a t e  an d  im p r ov e  an y  t yp e  o f  b us i n es s  
p r oces s .  Y ou  can  e i th er  an a l yz e  th e  c ap ab i l i t i e s  o f  a  g i v en  
d ep ar t m e n t  o r  g r ou p  o f  p r a c t i t i o n er s  o r  yo u  c a n  fo cu s  o n  th e  
o v er a l l  m a t ur i t y  o f  a n  or g an i z a t io n .  T h e  f i r s t ,  wh i ch  fo c us  
o n  ca p ab i l i t y  l e ve l s ,  l o oks  t o  s e e  w h a t  s k i l l s  a r e  p r e s e n t  a nd  
th en  fo c u s es  o n  t e a ch in g  m an a g er s  o r  p r o ces s  p r a c t i t i o ne r s  
t h e  s k i l l s  t ha t  a r e  m i s s in g .  T h e  s eco n d ,  wh i ch  fo cu s es  on  
m a tu r i t y  l e v e l ,  a s s um e s  th a t  o r ga n i z a t ion s  b ec om e s  m o re  
p r oces s  s a v vy  in  a  s y s t em a t i c ,  s ta g ed  m an ne r  a nd  f oc us e s  on  
id en t i f y in g  th e  s ta g e  th e  o r g an i z a t io n  i s  a t  n o w  a nd  th e n  
p r o v id i n g  t h e  s k i l l s  t h e  o r g a n i z a t i o n  n e e d s  to  m o ve  to  t h e  
n e x t  h ig h er  s ta g e .  

     (Harmon P.  2007,p .  127_128) 
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M eth o d  d e s cr ip t io n  an d  s t ru c t u re  
 

CM MI  m od e l s  a r e  co l l e c t io ns  o f  b es t  p ra c t i ce s  t h a t  yo u  
c an  c om p ar e  to  y o u r  o r g an i z a t io n ' s  b e s t  p r a c t i c e s  a nd  g u id e  
im p r o vem en t  t o  yo u r  p r oce s s es .  A  fo r m a l  co m pa r i s o n  o f  a  
CM MI  m ode l  t o  yo ur  p ro ces se s  i s  ca l l ed  an  a p pra i sa l .  T he  
S ta nd a rd  CM M I  A ppr a i s a l  M e t ho d  fo r  P r o c e ss  I m p r o vem en t  
(SCAM PI )  i n co r po r a t e s  t he  b es t  i de a s  o f  s e v er a l  p r o c es s  
im p r o vem en t  ap p r a i s a l  m e th od s .  

(ht tp: / /www.sei .cmu.edu/cmmi/index.cfm, Oct .  2010) 
 
 
 
 
Structures of the Continuous and Staged Representations  

 

 
F i g u r e  1 9 ,  C o m p a r i s o n  o f  c a p a b i l i t y  a n d  m a t u r i t y  l e v e l       
    

(CMMI for  Acquisi t ion 2010,  Version 1 .3 ,  p25)  
 
F ig u re  1 9  i l l u s t r a t e s  t h e  s t r u c t u r e s  o f  t h e  co n t inu o us  an d  s t ag ed  
r ep r e s e n t a t i o n s .  T h e  d i f f e r e n c e s  b e t w e e n  t h e  s t r u c tu r e s  a r e  
su b t l e  bu t  s i gn i f i can t .  Th e  s t ag ed  r e p r e sen t a t ion  u se s  ma tu r i t y  
l eve l s  t o  ch a ra c t e r i z e  t he  o ve ra l l  s t a t e  o f  t h e  o rgan i za t i on ’ s  
p ro ce s s e s  r e l a t iv e  t o  th e  mo d e l  a s  a  w ho le ,  w h er eas  th e  
con t i nuo us  r ep res en t a t i on  u se s  capa b i l i t y  l ev e l s  t o  ch a rac t e r i z e  
t h e  s t a t e  o f  t h e  o r g an i z a t i o n ’ s  p r o ce s s es  r e l a t i ve  to  a n  in d i v id u a l  
p ro ce s s  a r ea .  I n  t h e  t ab l e  t h e  ov e r l ap p i ng  a r ea s  o f  t h e  cap ab i l i t y  
a n d  ma t u r i t y  l ev e l s  a r e  s h o w n .  
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C u r r en t ly  f o r  t h r ee  b u s in es s  a r e as  a  d e t a i l ed  a s s es s men t  t o o l  i s  
av a i l ab l e  by  t he  S o f t ware  E n g in ee r in g  in s t i t u t e .  
 
CMMI  f o r  D eve lop me n t  V er s .  1 . 3  
C M M I  f o r  A c qu i s i t i on  V e r s .  1 .3  
C M M I  f o r  S e rv i ce s  V er s .  1 .3  
 
 

 
F i g u r e  2 0 ,  R e l a t i o n  o f  C M M I  t o o l s  
 
 

 (h t tp : / /www.stsc .h i l l .af .mil /CrossTalk/2010/01/1001Phil l ipsShrum.html ,  Oct .  
2010) 

 
F ig u r e  2 0s h ow s  th e  i n t e r c on n e c t i on  o f  t h e  th r e e  ex i s t i ng  C M M I  
r e f e r en c e  mod e l s .  (CM M I  fo r  d ev e lo p men t ,  S e r v i ces  a nd  
A cq u i s i t i on )  .T he re  a r e  16  P r o ces s  Ar ea s  ( PA )  co mmo n  f o r  t he  
t h r ee  mo de l s ,  t h e  r e ma in in g  p r o ces s  a r e as  a r e  mo r e  s p ec i f i c  t o  
t h e  a s s es s men t  t a r g e t  o f  t h e  d ed i c a t e d  mod e l .  B es id e  th e  c o m mo n  
p ro ces s  a r eas  t h e  d e f in i t i o n s ,  vo cabu l a ry  an d  ab br ev i a t i on s  a r e  
h a r mo n i z ed  in  t h e  c u r r e n t  v e r s i on  1 . 3 .  
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CMMI Framework  
 

T h e  CM M I  Fr a mewo r k  pr o v i d es  th e  s t ru c t ur e  n eed ed  to  
p r od u ce  CM M I  m od e l s ,  t r a i n in g ,  an d  a pp r a i sa l  
c o m p o n en t s .  T o  a l l o w  th e  u s e  o f  m u l t i p l e  m o d e l s  w i t h i n  t h e  
CM MI  F ram ewo r k ,  m od e l  co m p on en t s  a r e  c la s s i f i ed  a s  
e i t h er  co m m o n  to  a l l  CMM I  m o de l s  o r  a p p l i ca b le  t o  a  
s p ec i f i c  m o d e l .  T h e  co m m on  m ate r ia l  i s  ca l l e d  th e  “ C M M I  
M od e l  F o u nd a t io n ”  or  “ CM F . ”   

 
The  co mponen t s  o f  t he  CMF  a r e  p a r t  o f  e v e r y  m o d e l  

g en er a t e d  f r o m  t he  C M M I  F ra m ewo r k .  T ho s e  co m po ne n t s  a re  
com b in ed  w i th  m a te r i a l  ap p l i ca b l e  t o  a n  ar ea  o f  i n t e r e s t  
( e . g . ,  a cq u i s i t i o n ,  d e ve lop m en t ,  s e r v i c es )  t o  p ro d uc e  a  
m o de l .  

(CMMI for  Acquisi t ion 2010,  Version 1 .3 ,  p .  8)  
 
 
A s s es s m en t  g u id e l i n es  

 
T h e  S t an da r d  C M M I  A p p ra i s a l  M e th o d  fo r  P r oc es s  

I m pr o vem en t  (SCA M PI 4)  i s  de s ign ed  t o  p ro v id e  ben chm a r k -
q u a l i t y  r a t i n g s  r e l a t i v e  t o  C a p a b i l i t y  M a t u r i t y  M o d e l  
I n t eg ra t i on  ( C M M I )  m od e l s .  I t  i s  a p p l i ca b l e  t o  a  w i d e  
r a ng e  o f  a pp r a i s a l  u s ag e  m od es ,  i n c l u d in g  bo t h  i n t e r na l  
p r o c es s  i m p r o vem en t  a n d  e x t e r n a l  c a p a b i l i t y  
d e t e r m in a t io n s .  S C A M P I  A  s a t i s f i e s  a l l  o f  t h e  
A pp r a i sa l  R eq u i r e m en t s  f o r  C M M I  ( A R C )  r eq u i re m en t s  f o r  
a  C la s s  A  a pp r a i s a l  m e t ho d .  S C A M P I  A  en ab l e s  a  s p on s or  
to  
•  ga in  i n s igh t  i n to  an  o r g a n i z a t io n ’ s  c a p a b i l i t y  b y  
  i d en t i f y ing  th e  s t r eng th s  a nd  wea kn es s es  o f  i t s  cu r r en t  
  p ro ces s e s  
•  r e l a t e  t h es e  s t r e n g th s  a nd  w ea kn es s es  t o  t h e  CM M I 
  r e f e r en c e  m o d e l ( s )  
•  p r io r i t i z e  im p r o v e m en t  p la ns  
•  f o cu s  o n  im p r ov em en t s  ( c o r r ec t  w e a kn e s s es  t ha t  g e n e r a te  
  r i s k s )  t h a t  a r e  m o s t  ben e f i c ia l  t o  t h e  o r g a n i z a t io n  g i v e n  
  i t s  c u r r en t  l ev e l  o f  o rg a n i z a t i o n a l  m a tu r i t y  o r  p r o ce s s  
  c a p a b i l i t i e s  
•  d er i v e  c a p a b i l i t y  l e v e l  r a t i n g s  a s  w e l l  a s  a  m a tu r i t y  l e v e l  
  r a t in g  
•  i d en t i f y  d e v e l o p m en t / a cq u i s i t i o n  r i s k s  r e l a t i v e  t o  
  c a p a b i l i t y / m a tu r i t y  d e t e r m i n a t io n s  
 

A s  a  C la s s  A  a pp r a i sa l  m e th od ,  S CA M P I  A  i s  a n  
a pp r o pr ia t e  t o o l  f o r  ben ch m ar k in g .  S po n s or s  wh o  w an t  t o  

                                                 
4 S C A M P I . . . . . S t a n d a r t  C M M I  A p p r a i s a l  M e t h o d  f o r  P r o c e s s  I m p r o v e m e n t  
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c om p ar e  a n  or g an i z a t io n ’ s  p r o ces s  i m pr o ve m en t  
a ch i e v e m en t s  w i t h  o t h er  o r g an iz a t i o n s  i n  t h e  i n d u s t r y  m a y  
h a v e  a  m a t u r i t y  l e v e l  d e t e r m i ned  as  pa r t  o f  t h e  ap p r a i s a l  

        p r o c es s .   
D e c i s i o n s  m a d e  o n  t h e  b a s i s  o f  ma tur i t y  l e ve l  r a t i ngs  

a r e  on l y  va l id  i f  t he  r a t in g s  a r e  b as ed  on  k no w n  cr i t e r i a .  
C on s eq u e n t l y ,  co n t e x t ua l  i n f o r m a t io n — or g an i z a t io na l  
s co p e ,  r e f e r en c e  m od e l  s co p e ,  ap pr a i s a l  m e th o d  t yp e ,  t h e  
id en t i t y  o f  t h e  ap p r a i s a l  t ea m l ead er  an d  th e  t ea m — ar e  
i t em s  f o r  wh i ch  c r i t e r i a  a n d  g u i d a n c e  a r e  p ro v i d ed  w i t h i n  
t h e  m e th o d  to  en s u re  a  con s i s t en t  i n t e r p r e ta t i o n  w i th in  t h e  
c om m u ni t y .  B e nch m a r k in g  ca n  o n l y  b e  va l id  w he n  th er e  i s  a  
con s i s t en t  ba s i s  f o r  e s ta b l i s h i ng  th e  b en ch ma r ks .  

 
(Standard CMMI, Aug. 2006,  page I-9) 

 
Understanding Levels  

 
L ev e l s  a r e  u s ed  in  C M M I  t o  d es cr ib e  an  e vo l u t i on a ry  

p a t h  r e co m m en de d  fo r  a n  or g a n i z a t i o n  th a t  wa n t s  t o  
im p r o ve  t h e  p r o c es s es  i t  u s e s  t o  c a p a b i l i t i e s ,  i n c lu d in g  
p r od u c t s  an d  s er v i c es .  L ev e l s  can  a l s o  b e  th e  ou tco m e  o f  
t h e  r a t in g  ac t i v i t y  i n  a pp r a i sa l s .  A p p r a i s a l s  ca n  ap p l y  t o  
e n t i r e  o r g a n i z a t io ns  o r  t o  s ma l l e r  g r o u ps  such  a s  a  g ro u p  
o f  p r o j ec t s  o r  a  d i v i s io n .   

C M M I  s u p p o r t s  t w o  i m p r o v em en t  pa th s  u s ing  l e ve l s .  
O n e  pa th  ena b l es  o r ga n i z a t i on s  t o  i n cr em en ta l l y  i mp r o ve  
p r oces s es  c or r es p o nd in g  to  a n  in d i v i d ua l  p r o c es s  a r e a  (o r  
g r ou p  o f  p r o ces s  a r ea s )  s e l e c t e d  b y  t h e  o r g a n i z a t io n .  T he  
o th er  p a t h  en a b l e s  o r ga n i z a t i on s  t o  i m pr o ve  a  s e t  o f  
r e l a t ed  p ro ce s s e s  b y  in c r em en ta l l y  a d d r es s in g  s uc c es s i v e  
s e t s  o f  p r o c es s  a r e a s .   
T h es e  t w o  im p ro v e m en t  p a t hs  a r e  a s s oc ia t ed  w i th  t h e  t w o  
t yp e s  o f  l e ve l s :  ca p a b i l i t y  l e ve l s  a n d  m a tu r i t y  l e v e l s .  T h es e  
l e v e l s  co r r es po n d  t o  two  a p p r o ach es  t o  p r oces s  
im p r o vem en t  ca l l e d  “ r e pr es e n t a t i on s .”  T he  tw o  
r ep r es en t a t io n s  a r e  c a l l ed  “ co n t in u o us ”  an d  “ s ta g ed . ”  
Us ing  t he  co n t i nuo us  r epre s en t a t i o n  e n a b l es  y o u  t o  a ch i e v e  
“ ca p ab i l i t y  l ev e l s . ”  U s in g  t h e  s t ag ed  r ep r es en ta t io n  
enab l es  y ou  t o  ach i e ve  “ma t ur i t y  l e ve l s .”  
T o  r ea ch  a  pa r t i c u la r  l ev e l ,  an  or g an i z a t io n  m u s t  s a t i s f y  
a l l  o f  t h e  g oa l s  o f  t h e  p r o c e s s  a r ea  or  s e t  o f  p ro ce s s  a r eas  
th a t  a r e  t a r ge t ed  f o r  i m pr o vem en t ,  r ega r d l es s  o f  wh e t h e r  i t  
i s  a  ca p a b i l i t y  o r  a  m a t u r i t y  l e v e l .   
B o th  repr e se n t a t i o n s  p r ov id e  w a ys  t o  im p ro ve  y ou r  
p r oces s es  t o  ach i e v e  b us in e s s  o b je c t i v e s ,  an d  b o th  p r o v id e  
th e  s am e  e s s en t i a l  co n t en t  a n d  us e  t h e  s am e  m o de l  
componen t s .  

(CMMI for Acquisi t ion,  2010,  Version 1 .3 ,  p .23 –  24) 
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A wa rd in g  p r in c ip le s  a n d  ce r t i f i ca te s  
 
A  fo r ma l  CM M I  ce r t i f i ca t i o n  o f  an  o rg an i za t io n ’ s  ma tu r i t y  l ev e l  
d o e s  n o t  e x i s t .  W h en  an  a s s es s o r  s u b mi t s  an  a s s e s s men t  r e s u l t  t o  
t h e  CM M I  s t ew ar d ,  t he  s t ew ar d  on ly  r eg i s t e r s  t he  a s s e s s men t  an d  
does  no t  c l a r i f y  t ha t  t he  l e ad  a s s es s o r  h as  c o r r e c t ly  a s s es s ed  th e  
ma t u r i t y  l ev e l  o f  a n  o r g an i z a t io n .  
 
 
Su mmary  
 
T h e  C M M I  mo d e l  i s  a t  t y p ic a l  ma t u r i t y  mo d e l  e v a l u a t i n g  th e  
i mp le me n ted  p ro ce s s  aga in s t  a  r e f e r ence  mod e l .  The  r e f e r enc e  i s  
t h e  co l l e c t io n  o f  be s t  p r ac t i c e  fo r  a  pa r t i cu l a r  a r ea  o f  co nc e r n .  
T he  co nc ep t  i s  d ev e lo p e d  to  a s s e s s  a  p r o j e c t ,  a  d iv i s io n  o r  an  
e n t i r e  o r g an i z a t io n .  T h e  s t a g ed  r ep r e s en t a t i on  i s  u se d  to  a s se s s  
t h e  ma tu r i ty  l ev e l  o f  a n  o r g an i z a t ion  w h i l e  t h e  co n t in u o us  mo d e l  
i s  u se d  to  a s s e s s  t h e  cap ab i l i t y  o f  a  s e t  o f  p r o ce s s e s .  F o r  t h e  
a pp r a i s a l  t h e  S C A M P I  A  me th o do lo gy  i s  u s ed .   
 

3 .3 . 2  E u ro p ea n  Fo und at io n  f or  Q u a l i ty  M an a g e men t  
 
M et h o d  b a ckg ro u n d ,  h i s t ory  
 

E F Q M  g oe s  b ac k  m o r e  th an  20  year s ,  when  14  CE Os  
jo in ed  f o r ce s  i n  1 9 88  t o  d e v e l op  a  M a na g em en t  t oo l  t h a t  
w o u ld  i n c re a s e  th e  co m pe t i t i v en es s  o f  E u ro p ea n  
o r ga n i z a t ion s .  S up po r t ed  b y  th e  E u r o p ea n  C om m is s io n  i n  
t h e  E u r op ea n  Q u a l i t y  P r o m ot i on  P o l i c y ,  t h e  fo u n d in g  
m em b er s  c r ea t ed  t he  EF Q M Exce l l en c e  Mo de l :  

 
T o  s t im u la t e  a n d  a s s i s t  m a na gem en t  t ea ms  in  a do p t in g  
a nd  ap p l y in g  th e  p r in c i p l e s  o f  o r g an i z a t io n  
T o  im prove  t h e  co m p e t i t i v e nes s  o f  E uro pean  I n du s t r y  
T o  c lo se  t he  g ap  o f  co m p e t i t i v en es s  b e t w e e n  E u ro p ea n  
a nd  th e  U S A  an d  J a p an  
 
T o da y ,  we  r em a in  co m m i t t ed  to  t h e  b as i s  o f  o u r  

fo u nd in g :  t o  p r o m o te  h ig h er  s t an da r d s  o f  m a n ag em en t  
t h r o ug h  s ha r ed  l ea rn in g  a m on g  p e er s .  T h i s  M is s io n  n ow  
e x t en d s  b eyo n d  t h e  b o r d er s  o f  E u r o p e ,  t o  wh er e v er  
o r ga n i z a t ion s  a r e  w i l l i n g  to  op en  th e i r  d oo r s ,  un d er s ta nd  
a nd  co m m i t  t o  i n s t i l l i ng  an d  a dh er in g  to  t h e  E u r op ea n  
V a lu es  on  w h i ch  o n  w h i ch  th e  E F Q M  wa y  to  E x c e l l en c e  i s  
f o u nd ed .  
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T h e  E F Q M  F ou n d in g  M em b er s  a r e :  A B  E l e c t r o lu x ,  
B r i t i s h  T e l e co m m un ic a t i on s  p l c ,  B u l l ,  C iba - G e ig y  A G ,  C .  
O l i ve t t i  &  C .  S pA ,  D as s a u l t  A v ia t io n ,  F ia t  A u t o  Sp A ,  KL M ,  
Nes t l é ,  P h i l i p s ,  Re na u l t ,  R o b er t  B o s c h ,  S u l z er  A G ,  
V o lk s wa g e n .  

 
(ht tp : / /www.efqm.org/en/Home/aboutEFQM/Ourhistory/ tabid/123/Defaul t .aspx,  

Nov.2010) 
 
M eth o d  d e s cr ip t io n  an d  s t ru c t u re  

T he  EF Q M  mo d e l  i s  a  t y p i ca l  mo d e l  t o  be  u s ed  a s  s e l f  
a s s e s s me n t  t oo l .  T he  mo d e l  i s  a  co mp rehens iv e  t o o l  t o  e va lu a t e  
t h e  p e r f o r man c e  o f  an  en t i r e  o r gan iz a t io n .  I n  c o mp a r i s o n  to  
o th e r  a s s e s s men t  t oo l s  t h e  E F Q M  mo d e l  a s s e s s es  t h e  
o r g an i za t io n ’ s  p e r f o r man ce  o f  a l mos t  a l l  b us i n es s  a r eas  a s  w e l l  
a s  t h e  i mp ac t  t o  and  f r o m t h e  s t ak eh o l de r .  T h e  ev a lu a t i on  s cop e  
o f  t h e  mo de l  h as  in co r p or a t ed  a  t r a ck  r eco rd  o f  k ey  p e r fo r man ce  
in d i c a t o r s  o v e r  a  c e r t a i n  t i m e  p e r io d ,  h en ce  an  o n e t i me  h ig h  
l ev e l  o f  k ey  p e r f o rman ce  h a s  t o  b e  co ns i de r ed  w i th  th e  r i gh t  
a ch i eve men t  l eve l  i n  t he  s co re  ca rd .   

 
 
F i g u r e  2 1 ,  T h e  E F Q M  m o d e l  

(ht tp : / /www.efqm.org/en/ tabid/132/defaul t .aspx,  Nov. 2010) 
 
T he  mo d e l  d i s t i ng u i shes  b e tw een  9  a s se s s men t  a r ea s ,  s t r u c tu r ed  
i n  t he  enab l e r  a r ea  on  t he  l e f t  s id e  a nd  t he  a r ea  o f  r e su l t s  on  t h e  
r ig h t .  T h e  s i z e  o f  t he  r ec t a ng u l a r  d i s p l ay s  r ou gh ly  t he  
i mpo r t an ce  o f  t he  c r i t e r i a  r e f l ec t ed  i n  t h e  max i mu m sco r es  
ach i evab l e  i n  t h a t  pa r t i cu l a r  d i s c ip l i ne .  The  a r r ows  on  t he  t op  
in d i c a t e s  t he  o r g an iz a t io n  s e t  up  ( en ab le r s )  l ea d i ng  t o  t h e  
r e s u l t s .  T h e  bo t t o m a r ro w  o f  t he  f ig u r e  i nd i ca t e s  t h e  f eed b ack  
lo o p ,  l e a r n i ng  a nd  i mp r o ve men t  ap p r o a ch  o f  t h e  mod e l .  
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EFQM v ers ion  2010  
  
 

 

T he  F u nd a me n ta l  Co nc ep t s  o f  Ex ce l l en ce ,  l i s t ed  b e l ow ,  a r e  t h e  
founda t i o n  fo r  ach i ev ing  su s t a i nab l e  exce l l en ce  fo r  any  
o r g an i za t io n  an d  a r e  t h e  b as i s  o f  an  e x c e l l en t  o r gan i z a t io n a l  
cu l t u r e .  They  a l so  s e rve  a s  a  co mmo n  l ang u a g e  f o r  t op  
man a g e men t .  

A ch i e v i n g  B a l a n c e d  R es u l t s                                   
E x ce l l en t  o r g an i z a t io ns  p l an  a n d  ach ie v e  a  b a la n c ed  s e t  o f  
r e s u l t s  t h a t  m e e t  t h e  s ho r t  a n d  lo ng  t e r m  n e e d s  o f  t h e i r  
s t ak eh o lder s  and ,  wh er e  r e l e va n t ,  e xceed  t h em .  

A d d in g  V a lu e  f o r  C u s to mer s  
E xce l l en t  o r g an i z a t io ns  s t r i v e  to  i nn o va t e  an d  c r ea t e  va lu e  
fo r  t h e i r  c us to m er s  by  u nd e r s ta nd in g  a nd  a n t i c i pa t in g  t h e i r  
n e ed s  a n d  e xp e c ta t ion s .  

L ea d in g  w i th  V i s i o n ,  In s p i r a t i o n  a n d  In t eg r i t y  
E xce l l en t  o r g an i za t i o ns  ha ve  l ead er s  wh o  sha pe  t h e  f u tu re  
a nd  m ake  i t  h a pp en ,  ac t in g  as  r o l e  m o d e l s  f o r  i t s  va lu es  
a nd  e th i c s .  

Man a g ing  by  P ro ces se s  
E xce l l en t  o r g an i za t i o ns  a r e  m a na ged  th rou gh  s t ruc tu red  
a nd  s t r a t e g i ca l l y  a l ig n ed  p r o ces s es .  

S u cc e ed i n g  th r ou gh  P eo p l e  
E x ce l l en t  o r g an i z a t io ns  va l ue  t h e i r  p eo p l e  a n d  c r ea t e  a  
c u l t u r e  o f  e m po wer m en t  f o r  t he  b a l an c ed  ach i e v em en t  o f  
o r ga n i z a t ion a l  a n d  pe r so n a l  g oa l s  

N ur tu r ing  Cr ea t i v i t y  a nd  I nn o va t io n  
E x ce l l en t  o r g an i z a t io ns  g e n er a t e  i n c r ea s ed  v a lu e  an d  
l e v e l s  o f  p er fo r m a nc e  t h r o u g h  s ys t e m a t i c  i nn o va t ion .  
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Bu i ld in g  Pa r tn er s h ip s  
Exce l l en t  o rgan i za t i ons  s ee k ,  d ev e l o p  a n d  m ai n t a i n  
t r us t in g  r e la t io ns h ip s  w i th  v ar io u s  p ar t ner s  t o  ens u r e  
mu tua l  succes s .  

T a k in g  R es p o n s ib i l i t y  f o r  a  S u s ta in a b l e  F u tu r e  
E x c e l l en t  o r g a n i z a t i o n s  s t r i v e  f o r  eco n o m ic ,  s oc ia l  a n d  
e co lo g i ca l  s u s ta ina b i l i t y .  
 

(ht tp: / /www.bqf .org .uk/performance-improvement/fundamental -concepts ,  
Nov.2010) 

 
A s s es s m en t  g u id e l i n es  
 
T he  p r o c es s  a r eas  a r e  a s s e s se d  w i th  the  R A D A R me t h o d o lo g y .  
R A D A R i s  t h e  a bb r e v i a t io n  o f :  
  
R es u l t s  
A p pr o ach  
D ep lo y men t  
A s s es s me n t  an d  
R ev i ew  
 
T hes e  c r i t e r i a  a r e  ev a l u a t ed  f o r  e ach  p r oces s  a r ea  an d  a  w e ig h t ed  
s u mmary  i s  c a l cu l a t ed .  Fo r  e a ch  o f  t h e  9  a s s es s me n t  a r eas  t h e  
max i mu m r ea ch a b l e  s c o r e  i s  d e f in ed ,  t he  s u m o f  a l l  i s  1 0 00  
p o i n t s .   
 
 
A wa rd in g  p r in c ip le s  
 
O r gan iza t i on  may  ap p ly  fo r  th e  EF Q M Ex ce l l en c e  aw ar d .  Bas ed  
o n  a  s ub mi ss i on  d o cu men t  t he  o rg an i za t io n  w i l l  b e  a s s e s s ed  by  a  
q ua l i f i ed  t e a m.  Th e re  i s  a  3  s t a r ,  4  s t a r  an d  5  s t a r  aw ar d ,  
d ep en d in g  o n  th e  s co r in g  r e s u l t  f r o m th e  a s s es s me n t  t e a m.  T h e  
mi n i mu m  s c o r e  to  b e  a w ar ded  i s  3 0 0  a cc o r d i ng  t he  E F Q M  
s co r ing  s c h e me .   
 
Su mmary  
 
N o r m mo d e l s  h a v e  th e i r  f o c u s  o n  sy s t e m c o mp l i an ce  w h i l e  t h e  
E F Q M  mo d e l  a s s e s s es  t h e  c o mp an y  f r o m a  ho l i s t i c  p o in t  o f  v i ew .  
T he  a s se s s men t  me th od o log y  r equ es t  an sw er s  o n  bo th  t he  s e t  u p  
o f  a  p r o c es s  and  t he  d ep lo y me n t .  A n  o r g an i za t i on  may  a p p ly  f o r  
t h e  EF Q M  Ex ce l l en ce  aw ar d .   
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3 .3 . 3  P ro ces s  Su rvey  t o o l s  ( PST)  f rom  P h i l ip s  
 
M et h o d  b a ckg ro u n d ,  h i s t ory :  
 

A  P h i l ip s  s u r v e y  g i v es  a  t ea m  a  t o o l  t o  a s s es s  t h e i r  
b us i ne s s  p r o ce s s  a n d  d e ve lo p  an  i m pr o v em e n t  p lan  ba s e d  
o n  th e i r  a s s e s s m e n t .  T h e  t e a m  as s es ses  t h a t  n e ed  t o  b e  i n  
p la c e  in  o r der  to  r a i s e  p ro c e s s  p er f o r m a n ce  on  a  t en - s t ep  
s ca l e ,  f r o m  b a s i c  t o  wo r ld  c l a s s  p er f o r m a n c e .  

 
P h i l i p s  h as  fou n d  a  p r oce s s  s u r ve y  t o o l  t o  b e  a  p ow er f u l  

t o o l  b e c a u s e  s t ep  d es cr ip t i o n  in d i ca te s  wh a t  s h ou ld  b e  
d on e  to  r e a ch  th e  n e x t  l e v e l  a nd  c an  r e ad i l y  b e  t r an s la t ed  
in to  a  s p e c i f i c  im p r o vem en t  p l a n .  T h e  m a tu r i t y  p ro f i l e  
i n d i ca t e s  wea k  a nd  s t r on g  a re as  an d  s u gg es t s  im p r ove m en t  
p r io r i t i e s .  

T h e  m a tu r i t y  p r o f i l e  en ab le s  sh ar in g  o f  b es t  p r ac t i ce  
t h r o ug h  c o m pa r i s o n  w i th  o t h er  p r oc e s s es  an d  o the r  u n i t s   

(Okland John S.2003,  p .462)   
 

I t  h e lps  t o  im p r o v e  you r  a r ea s  f o r  i m p r o ve m en t  r e l a t ed  to  a  
ce r ta in  d e f i n ed  k ey  p roces s  a rea  
T h e  too l  g i v es  yo u  t i p s  t o  i m pr o ve  y o u r  o pe ra t i on ,  b u t  a l s o  
l ea v es  y o u  r o o m  fo r  t o  s e t  u p  own  p r i or i t i e s  w h er e  to  p u t  
h ig he r  fo cu s .  
D e f in ed  p er fo r m an c e  in d i ca t or s  ca n  be  t r a n sp a ren t l y  
l i nk ed  t o  t he  PST  e l em en t s .  
I t  he lps  t o  f u r th er  s t r eng th en  you r  co n t in u ou s  im p r ovem en t  
a c t i v i t i e s  
B e in g  a  s ta nd a rd i z e d  to o l ,  y ou  c an  c om p a re  y o u r s e l f  w i t h  
o th er s .  

 
(ht tp : / /www.eipm.org/networking/confannuel le/conf2006/presentat ions/PDF/JVM_

PST%20EFIM%20Geneva%20December%207th%202006vs1.pdf ,  Jan .2011) 
 
A s s es s m en t  g u id e l i n es  
 
P r oces s  Su rvey  Too l s  (PS T)  a r e  ma t u r i t y  g r id s  f o r  s p ec i f i c  
p r o ce s s e s  o r  f u n c t i o n s .  P S T ’s  h e lp s  t o  a s s es s  t h e  ma t u r i t y  o f  a  
p ro ces s  o r  fu nc t io n  an d  g iv e  c l ea r  i n d ica t i o ns  on  ho w  to  i mp r ov e  
to  r e a ch  n ex t  l ev e l  o f  ma tu r i ty .  E ach  p r oces s  i s  b r o ke n  do w n  in to  
a  nu mb er  o f  “ e l e m en t s ”  o r  sub  p roces ses  t h a t  mak e  up  t he  en t i r e  
p roces s .  Ty p i ca l l y  t he r e  a r e  10  t o  1 5  e l e me n t s  i n  e a ch  o f  t h e  P S T  
p r o ce s s e s .  
F o r  each  o f  t he  e l eme n t s ,  a  ma t u r i t y  s ca l e  has  b een  c r ea t ed  –  t en  
l ev e l s  o f  ma t u r i t y  s t a r t i n g  f r o m b a s i c  i n  s t ep  1  and  cu l min a t i ng  
in  w o r ld  c l a s s  p e r f o r man ce  i n  s t e p  1 0 .  By  a s s es s in g  th e i r  
p os i t i o n  ag a in s t  t h e  ma t u r i t y  s ca l e s  f o r  each  o f  t he  e l emen t s ,  
o r g an i za t io ns  c an  e s t ab l i s h  a  “ ma tu r i ty  p ro f i l e ”  f o r  a  p a r t i cu l a r  
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p ro ces s  an d  g a in  a n  in s i gh t  i n to  t h e  s t ep s  t h ey  n eed  to  t ak e  to  
mo v e  in  t h e  d i r ec t i o n  o f  w or ld  c l a s s .  Th e  p r oc ed ur e  c l ea r ly  
p r o v ide s  a  b as i s  f o r  bench m ark in g  p r o c es s  w i t h  o th e r s  w i th in  o r  
o u t s id e  t h e  o r g an i z a t ion    
 
T he  l e v e l  d es c r ip t i o n  in  t h e  e l e me n t s  a r e  b as ed  o n  v a r io us  
so u r ces  an d  P h i l i p s  o w n  ex pe r i enc e .  
 

 
 
F i g u r e  2 2 ,  P h i l i p s  p r o c e s s  s u r v e y  t o o l s  
 

(ht tp: / /ww1.efqm.org/en/PdfResources/ teaser-PSTfaci l i ty180609.pdf ,  Dec.  2010) 
 

T h i s  f i gu re  i l l u s t r a t e s  t h e  b as i c  p r i nc ip l e  o f  t h e  t oo l ,  t he  s t a i r  t o  
r ea c h  w or ld  c l a s s  l ev e l .  T h e  r igh t  d i a g r a m s h o w s  an  e x a m p l e  o f  
t h e  o u t co me  a f t e r  an  a s s e s s men t .  I n  t h e  ma t r ix  t h e  ma t u r i t y  l ev e l  
o f  t h e  d i f f e r e n t  e l e me n t s  c a n  b e  s e e n .  
 
P h i l i p s  h as  d e f i ned  the  f o l l o wi ng  ma tu r i t y  l ev e l s :  

 
s ca l e    0 :   i n fo r ma l  o r gan i sa t i o n  
s ca l e s  1  –3 :   f u nc t io n a l  o r gan i sa t i o n  w i th  fo cu s  o n  

t r ans a c t i o n  man a g e men t  
s ca l e s  4  –  6 :   p r oces s  o r i en t ed  o r gan i s a t i o n  w i th  f o cus  on  r i s k  

man ag e men t  an d  c o n t r o l  
s ca l e s  7  –  1 0 :  o r gan i s a t i o n  f ocus ed  o n  i n t eg r a l  bu s in es s  

man ag e men t  
 
F o r  t h e  fo l lo w in g  key  p r o ces s  a r e as  P h i l i p s  h a s  d ev e lo ped  a  PST :  
 
M a nu f a c t o r in g  p r o c e s s  ma n ag e men t  
M ark e t in  and  s a l e s  
F in an c e  
F ac i l i t y  man ag e men t  p ro ce s s  
P u r c has i n g  p r oce s s  man a g e men t  
Supp ly  cha in  ma nag ene t  
H u man  r e s o u r ce  m an a ge men t  
 

(ht tp : / /www.efqm.org/en/PdfResources/EFQMcatalogue.pdf ,  Jan .  2011) 
 
A wa rd in g  p r in c ip le s  
 
N o t  ap p l i c ab l e  
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Su mmary  
 
T he  P S T  s up po r t s  t he  E F Q M  mo d e l  by  a  p r o ces s  i mp r o v e me n t  
mo d e l  fo r  s p ec i f i c  ( P h i l i p s )  p r oces s es .  Th i s  mo de l  h as  a  1 0  l ev e l  
ma t u r i t y  s ca l e ,  t h e  a s s es s me n t  s co p e  a r e  i n d iv i d u a l  p r o c e s s es .  
B as ed  on  th e  a s s es s ed  ma tu r i ty  l eve l  a n  o r g an i z a t i on  c a n  d ev e lo p  
a n  i mp r o v e me n t  p l an  to  r ea ch  th e  n e x t  l e v e l .  W i t h i n  a  c o mp a ny  
th e  mo d e l  c an  b e  u s ed  to  b ench ma r k  bu s in es s e s  a nd  t o  s ha r e  b es t  
p r ac t i c e .  
 

3 .3 . 4  T h eo ry  o f  co n s tra in t s  ( TO C )  
 
M et h o d  b a ckg ro u n d ,  h i s t ory  

T he or y  o f  Co n s t r a in t s  i s  a n  o v er a l l  m an a gem e n t  
p h i lo so p h y  in t r o du ced  by  D r .  E l i ya h u  M .  Go ld r a t t .  
D r . E l i yah u  M os h e  G o l dr a t t  (b o rn  M a r ch  3 1 ,  1 9 48 )  i s  a n  
I s rae l i  ph ys i c i s t  w h o  be ca m e  a  bu s in e s s  m a na g em en t  g u ru .  
H e  i s  t h e  o r ig in a t o r  o f  t h e  O p t i m i z ed  P ro d uc t i o n  
T ec hn o lo g y ,  t h e  T h eo ry  o f  Co ns t r a i n t s  (T O C ) ,  t h e  T h i n k in g  
P ro c e s se s ,  D r um - B u f f e r - R o pe ,  Cr i t i ca l  Ch a in  Pro jec t  
M an a ge m en t  ( C C P M )  a nd  o t h er  T O C der i v ed  t oo l s .  I n  h i s  
1 98 4  b oo k  t i t l ed  T h e  G oa l  t ha t  i s  g e a r ed  t o  h e lp  
o r g a n i z a t io n s  c o n t in u a l l y  a ch i e v e  th e i r  g o a l .  T h e  t i t l e  
c om es  f r o m  th e  co n t en t io n  th a t  a ny  m a n a ge ab l e  s y s t em  i s  
l i m i t ed  in  a ch i e v i n g  m o r e  o f  i t s  g oa l  by  a  ve r y  s m a l l  
n um b er  o f  con s t ra i n t s ,  a n d  t h a t  t h er e  i s  a l wa ys  a t  l ea s t  on e  
c o n s t r a i n t .  T h e  T O C p r o c e s s  s ee ks  t o  i d en t i f y  t h e  
c on s t r a i n t  a nd  r e s t r uc t ur e  t h e  r e s t  o f  t h e  o r g a n i z a t io n  
a r ou n d  i t ,  t h r o ug h  th e  u s e  o f  t h e  F i v e  F o cu s ing  S t e ps .  

(ht tp: / /en .wikipedia .org/wiki /Theory_of_Constra ints ,  Oct .2010) 

M eth o d  d e s cr ip t io n  an d  s t ru c t u re  

T o  in t ro d uc e  t h e  T O C  s o me  b as i c  d e f i n i t i o ns  hav e  to  b e  
mad e .Sy s t e m,  s y s te m go a l  a n d  man ag er s  r o l e ,   

A  s ys t e m  m i gh t  be  g en e r a l l y  de f in e d  a s  a  co l l e c t i on  o f  
i n t e r re la t ed ,  i n t e r d ep end en t  co m po ne n t s  o r  p r oc e s se s  t h a t  
a c t  i n  c o n c er t  t o  t u r n  i n to  s o m e  k in d  o f  ou tp u t s  i n  p u rs u i t  
o f  s om e  g oa l .  S ys t e m s  in f lu e n c e ,  a n d  ar e  in f lu e n c ed  by  
th e i r  en v i r o n m e n t .  O bv iou s l y  q ua l i t y  ( o r  l a c k  o f  i t )  d o e s n ’ t  
e x i s t  i n  a  v a cu u m .  I t  ca n  o n l y  b e  co ns i der e d  in  t h e  co n t e x t  
o f  t h e  s y s t em  i n  wh ich  i t  r e s id es .  S o ,  t o  f o l l o w  D em in g ' s  
l i n e  o f  r e as o n i ng ,  i t ' s  n o t  p os s ib l e  t o  i m pr o ve  qu a l i t y  
w i th o u t  a  t h o ro u gh  u n de rs t a n d i ng  o f  ho w  t ha t  s y s t em  
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wor ks .  Mo r eo ver  t h e  t h i n k i ng  p r oces s  i s  t h e  s ub jec t  o f  t h i s  
b oo k  (Go ld r a t t ' s  Th eo ry  o f  Con s t ra i n t s )  p ro v id es  a  so l i d  
f o u nd a t io n  o f  u nd e r s ta nd in g  o f  t h e  th eo r y  o f  k n owl e dg e :  
h ow  w e  k n o w wh a t  w e  kn ow  

L e t ' s  l o o k  a t  a  s y s t e m  f r o m  a  br o ad er  pe r sp e c t i v e .  W h y  
d o  w e  as  hu m an  b e i ng s ,  c r e a te  s y s t e m s?  I n  t he  m o s t  b a s i c  
s en s e  th e  a n s wer  i s  "T o  a ch ie v e  a  go a l " .  O k ay ,  i f  a  
s y s t em ' s  p ur p o se  i s  t o  a ch ie v e  so m e  g o a l s ,  w ho  g e t s  t o  
d e c i d e  w ha t  t h a t  g oa l  sh o u l d  be?  O bv iou s l y  t h e  go a l  s e t t e r  
o ug h t  t o  be  t h e  s y s t e m s  o w n er -  o r  o wn er s .   

T h e  T O C  r es t s  o n  t he  a d m i t t ed l y  s o m e wh a t  r a s h  
a s s um p t io n  th a t  m a na g er s  a n d /o r  o r g an i z a t io ns  kn ows  w h a t  
t h e i r  r ea l  pu r po s e  i s ,  w ha t  g o a l  t h e y  a r e  t r y in g  to  a ch i e v e .  
U n fo r tun a te l y ,  t h i s  i sn ' t  a l wa ys  th e  c as e .  No  m a na g er  c an  
h op e  to  s u c ce ed ,  h o we v er ,  w i th o u t  k n owin g  th r ee  th in g s :  

•  W h a t  t he  u l t im a te  g oa l  i s  
•  Wh er e  h e  o r  s h e  cu r r en t l y  s ta nd s  in  r e la t io n  to  t ha t  

go a l  
•  T he  m a gn i tu d e  a n d  d i r e c t i on  o f  t h e  c h a ng e  n e e d ed  to  

m ov e  f r om  th e  s t a tu s  q u o  t o  w he r e  h e  o r  s h e  w a n t s  t o  
be  ( th e  g o a l )  

T h i s  m igh t  be  co n s idered  "m an ag em en t  b y  v ec to r  
a na ly s i s " .  B u t  i n  f ac t  t ha t  i s  r ea l l y  w h a t  m a na ger s  d o .  T h ey  
d e t e r m in e  th e  d i f f e r e n c e  b e tw een  wh a t  i s  a n d  w h a t  s h o u ld  
b e ,  a nd  t he y  cha n ge  th in gs  to  e l im in a t e  t ha t  d e v ia t io n .  

                 ( Dettmer H Will iam, 1998,p  3-5)                

T h e  co n c e p t  o f  c o n s t r a in t s  

L e t ' s  a s s u m e  fo r  a  m o m en t  t ha t  yo u ,  t he  m a na g er ,  h ave  
dec i ded  wh a t  you r  s y s t em ' s  goa l  i s  and  wha t  t he  n ece s sary  
c on d i t i o n s  a r e  fo r  a t t a in in g  i t .  A r e  yo u  a t t a i n in g  th a t  g o a l  
r ig h t  n o w ?  I f  no t ,  c ou ld  y ou  b e  do in g  b e t t e r?  M o s t  peo p le  
w ou ld  ag r ee  th a t  t h e y  co u l d  be  d o i ng  a  be t t e r  j o b  o f  
p r og r es s i n g  to wa r d  th e i r  g o a l .  O ka y ,  w h a t  ke eps  yo ur  
s y s t em  f ro m  do in g  be t t e r?  Wo u ld  i t  be  f a i r  t o  sa y  t h a t  
s o m e th in g  i s  con s t r a in ing  you r  s y s t em -  keep in g  i t  f r om  
r ea l i z i ng  i t s  m a x im u m  po ten t ia l?  I f  s o ,  wh a t  d o  yo u  th in k  
th a t  c on s t r a in i ng  f ac tor  m ig h t  b e?  T h e  c ha n c es  a r e  th a t  
e v er yb od y  in  y ou r  o r ga n i z a t ion  ha s  a n  o p in io n  a bo u t  i t .  B u t  
w ho  i s  r i g h t?  A n d  h ow  wo u l d  yo u  kn ow  i f  t h e y  a r e  r ig h t ?  I f  
y ou  c an  s u c ce s s f u l l y  an s we r  th a t  q u e s t io n ,  yo u  pr o ba b ly  
h av e  a  b r i gh t  f u t u r e  a h ea d  o f  yo u .  L e t ' s  s ee  i f  w e  ca n  h e lp  
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you  w i th  t ha t  an s w er .  T o  d o  th i s ,  l e t ' s  g o  ba ck  to  t h e  
c on cep t  o f  a  s y s t e m .   

G o ld r a t t  l i k en s  s y s t em s  t o  c h a i n s  o r  n e t wo r k  o f  c h a in s .  
L e t ' s  co n s ider  t h e  ch a i n  as  a  s im p le  s y s t em .  I t  s  g o a l  i s  t o  
t r a n s mi t  f o r ce  f r om  on e  en d  to  t h e  o t h e r .  I f  yo u  a ccep t  t h e  
i d ea  tha t  a l l  s y s t em s  a r e  co ns t r a in ed  in  s om e  way ,  ho w m an y  
c on s t r a i n t s  d oes  th e  c ha in  h a v e?  Y o u  k e ep  in cr ea s in g  th e  
fo r c e  to  t h i s  ch a in .  C a n  yo u  d o  th i s  i n d e f in i t e l y?  O f  c ou r s e  
n o t .  I f  y o u  d o ,  e ve n tu a l l y  t h e  c ha in  w i l l  b r ak e .  B u t  wh er e?  
A t  wh a t  p o in t?  T h e  ch a i n  w i l l  f a i l  o n  i t s  w ea kes t  l i n k .  H o w 
m a ny  " we ak es t  l i n k s "  d o es  a  ch a in  h a v e ?  O ne -  o n ly  o n e .  I t  
w i l l  f a i l  f i r s t  o n l y  o n  o ne  p o i n t ,  an d  t h a t  w ea k es t  l i n k  i s  t he  
cons t ra in t  t ha t  p reven t s  t h e  cha i n  ( s y s t e m )  f r o m  d o i n g  a n y  
b e t t e r  a t  ach i e v in g  i t s  g oa l  ( t r a n sm i s s i on  o f  f o r ce )  

     ( Dettmer H Will iam, 1998,p  7-8)                        

 

G o ld r a t t  con c l ud ed  th a t  a l l  o th e r  l i n k s  o f  t h e  ch a in  a r e  
n on co n s t r a in t s .  T o  i mpr ov e  t h e  c ha in  i t  i s  ob v i ou s ly  t ha t  t h e  
w ea k e s t  l i nk  has  t o  b e  i mp r o v ed .  H ow e ver  t h e  s t r en g t h  o f  t he  
c h a i n  w i l l  n o t  i mp r ov e  s ig n i f i c a n t ly  a s  no w  a no th e r  l i n k  w i l l  b e  
th e  co ns t r a i n t  an d  w i l l  f a i l .  T o  i mpr o ve  a l l  n o n co n s t r a i n t s  
w i t h o u t  t h e  w e ak e s t  l i n k  w i l l  n o t  i mp r o v e  t h e  ch a in  ( s y s t e m) .   

W or k i ng  o n  i mpr o v e men t s  o f  a l l  a r e a s  o f  t h e  sy s t e m may  r e s u l t  
i n  a  po o r  i mp ro ve men t  p r og r es s  a s  t h e r e  i s  n o  f ocu s  on  t he  
w eak es t  a r ea s  an d  t h e  av a i l ab l e  r e s o u r ce s  a r e  u s ed  in e f f ec t iv e ly .   

I n  t h e  bo ok  an o th e r  e xa mp l e  i s  men t i on ed .  C o n s id e r  a  
manu f ac t u r ing  sy s t e m h as  5  p r o du c t i on  s t ep s .  E a ch  s t ep  c a n  
p r o d uc e  x  u n i t s  / d a y .  T he  mar k e t  d e mand  i s  y  un i t s .  I f  on e  o f  t h e  
p ro d uc t io n  s t ep s  o u t pu t  i s  x  <  y  t h an  t h i s  i s  t h e  con s t r a i n t .  Y o u  
w i l l  i mp r o ve  a l l  p r od u c t io n  s t e ps  to  r e ach  th a t  x  >  y  to  sa t i s f y  
th e  mark e t .  H o w ev er  th e  ma r k e t  i s  t h e  co n s t r a i n t  n ow  be cau s e  
o n l y  y  u n i t s  can  b e  a b s o r b ed .  T h e  l i mi t a t i o n  i s  o u t s i d e  t h e  
i n t e rna l  s y s t e m an d  ha s  t o  b e  e l i min a t ed  w i th  d i f f e r en t  mea s u res .  

Chang e  and  t he  Theo ry  o f  Cons t r a in t s   

D em i ng  t a l k s  a b ou t  " t ra ns fo rm a t io n" ,  wh ich  i s  an o ther  way  o f  
s a y in g  " c ha n ge " .  G o ld ra t t ' s  T h eor y  o f  Co n s t r a in t s  i s  e s sen t ia l  
a bo u t  c ha n ge .  A pp l y ing  i t s  p r in c ip l e s  a nd  t oo l s  a n s wers  t h e  
t h ree  bas i c  ques t i o ns  abou t  chang e  t h a t  e v e r y  m a n a g er  n e e d s  t o  
k n o w:  

W ha t  t o  c ha ng e?  ( W her e  i s  t h e  co ns t r a in t? )  
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W ha t  to  c ha ng e  to ?  (W h a t  s h ou ld  w e  d o  w i t h  th e  c on s t r a i n t ? )  
H o w to  c au s e  th e  c ha ng e?  ( H o w do  we  im p l em e n t  t h e  c ha n ge ?)  
 

( Det tmer H Will iam, 1998.p .11)              

T h e  f iv e  f o c u s in g  s t e p s  o f  T O C 
 

Id en t i f y  t h e  s y s t e m con s t r a i n t  
Dec ide  h ow to  ex p lo i t  t he  cons t r a in t  
S ub or d ina t e  ev e ry th in g  e l s e  
E l eva t e  t he  cons t r a i n t  
G o  back  to  s t ep 1 ,  b u t  b ew are  o f  “ in e r t i a”  
 

A s s es s m en t  gu id e l i ne s  &  Awa rd i ng  p r in c i p l e s   
 
N o t  ap p l i c ab l e  fo r  t h i s  mo d e l .  
 
Su mmary  
 
T O C  i s  a  me t h od o l ogy  co n s i de r in g  a  co mp l e t e  sy s t e m in  a  g o a l  
o r i en t ed  mann er .  S t a r t i ng  f ro m th e  g ap  ana ly s i s  –  cu r r e n t  s t a t u s  
v e r s us  t a r ge t -  TO C  s t i mu l a t e s  t o  d e t ec t  t h e  co ns t r a i n t s  i n  
r ea c h i ng  t he  d e f i n e d  go a l s .  F o l lo w in g  th e  f i v e  s t ep  me t h o ds  
c h an g es  s h ou ld  b e  i mp le me n ted  t o  b r e a k  th e  c o n s t r a in t .   
 

3 .3 . 5  The S h in g o  p r i c e  
 
M et h o d  b a ckg ro u n d ,  h i s t ory  

S h igeo  Sh in go  (新郷 重夫,  Sh in gō  Sh ig e o ? ,  1 9 09 - 1 99 0 ) ,  
b or n  i n  S ag a  C i t y ,  J ap a n ,  w as  a  Ja p a n es e  in du s t r ia l  
e ng in eer  wh o  d i s t i n gu i s h ed  h im s e l f  a s  o ne  o f  t h e  w o r ld ’ s  
l ead in g  e xp er t s  o n  m an u f ac t ur i ng  p r a c t i c es  a n d  th e  T o y o ta  
P ro d uc t i o n  Sy s t e m .  S h i ng o  i s  kn o w n  fa r  m o r e  in  t h e  W e s t  
t h a n  in  J a p an ,  a s  a  r e s u l t  o f  h i s  m e e t i ng  No r m an  B od e k ,  an  
A m e r i ca n  en t r ep r e n eur  a nd  f ou nd er  o f  P r o d uc t i v i t y  I n c  i n  
t h e  U S A .  I n  19 81  B o de k  h ad  t r av e l l e d  to  J ap an  t o  l ea r n  
a bo u t  t h e  T o yo ta  P r o du c t i on  S ys t e m ,  an d  c am e  ac r os s  bo oks  
b y  Sh in go ,  w ho  a s  an  e x t e r n a l  c on s u l t an t  ha d  b e en  t ea ch i ng  
I nd u s t r ia l  E ng in e e r in g  co u r se s  a t  T oyo ta  s i nc e  1 9 55 .  S h in go  
h ad  wr i t t en  h i s  S t u d y  o f  T h e  T o yo ta  P r o du c t i on  Sys t e m  i n  
J ap an es e  a nd  h a d  i t  t r an s la t ed ,  ve r y  p o or l y ,  i n t o  E n g l i s h  in  
1 98 0 .  No r m an  B o de k  t oo k  a s  m an y  c o p ie s  o f  t h i s  b oo k  as  he  
c ou ld  to  t he  U S A  an d  a r ra n ge d  to  t r a ns l a t e  S h i ng o ' s  o the r  
b oo ks  in t o  E n g l i s h ,  e ve n tu a l l y  ha v i n g  h i s  o r ig in a l  s tu d y  r e -
t r a n s la t e d .  B od e k  a l s o  b r ou gh t  Sh in g o  to  l e c tu r e  i n  t h e  U S A  
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an d  d e ve l op ed  o n e  o f  t h e  f i r s t  W es t e r n  l ea n  m a nu fa c tu r i n g  
co ns u l ta n c y  p r a c t i c e s  w i th  Sh in go ' s  s u pp o r t .  

T he  m y t h  p r e va i l s  t ha t  Sh in g o  i nv e n t e d  th e  T oy o ta  
P r o du c t i o n  S ys t e m  b u t  h e  d id  d o cu me n t  t h e  s y s t em  a nd  
ad d ed  t w o  w or d s  t o  t he  J ap an es e  a n d  E ng l i s h  l an gu a ge s —
Po ka -yo ke  (m i s ta ke - pr o o f in g ,  n o t  ' f o o l -p r o o f i ng ' ,  wh ic h  
Sh in go  re j e c t ed  a s  a  t e r m )  a nd  s in g l e - m inu te  e x ch an ge  o f  
d i e s  ( S M E D ) .  I n  19 8 8 ,  U t ah  S ta t e  U n i v er s i t y  r ec og n i z e d  D r .  
S h in g o  fo r  h i s  l i f e t i m e  a cc o m p l i s h m e n t s  a n d  c r ea t ed  t h e  
Sh in go  P r i z e  t h a t  r eco g n i z e s  w or ld - c la s s ,  l ea n  o rg a n i z a t io n s  
an d  o pe r a t i on a l  e x ce l l en c e .  

(ht tp: / / en .wikipedia .org/wiki /Shigeo_Shingo,  Nov.2010)  

 
M et h o d  d es cr ip t i on  an d  s tr u c tu r e  
 
Th e  Sh in go  mo de l  s u pp o r t s  an  o rg an iza t i o n  t o  r each  O pe ra t i o n a l  
Ex c e l l en c e .  T h e  mo de l  i s  b a s ed  o n  t h e  l e a n  p r i n c ip a l s  [T oy o t a  
P r o du c t io n  S y s t e m] .   
 
T h e  S h in go  p r in c i p l e s  a r e  s h o w n  in  t w o  f ig u r es :   
 

 
 
 
F i g u r e  2 3 ,  T h e  h o u s e  o f  S h i n g o   

(The Shingo Price May, 2010,  page 3) 
 
T h i s  f i g u r e  s ho w s  t he  p r i n c i pa l s  o f  o p e r a t i on a l  ex c e l l en c e  an d  
t h e  po w er  o f  ba l an c in g  e f fo r t  a c r os s  a l l  d i me n s io ns  i s  sh ow n .  O n  
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t h e  l e f t  s i d e  t h e  1 0  gu id in g  p r in c ip l e s  a r e  men t io n ed ,  t h e  r ig h t  
s id e  i n d i c a t e s  t h e  s up po r t in g  p r in c ip l e s .  V e r t i ca l ly  t h e  ho us e  i s  
s t r u c tu r ed  in  t h e  4  d i men s io ns  o f  t he  mo d e l :  C u l t u r a l  en ab l e r s ,  
C on t i nu ou s  p r oces s  i mpr o ve me n t ,  E n t e r p r i s e  A l i gn me n t  an d  
Res u l t s .    

 
 
F i g u r e  2 4 ,  T h e  S h i n g o  d i a m o n d   

(The Shingo Price  May,  2010,  page 3) 
 
T h i s  f i gu r e  –  t h e  d i a mo n d  –  r ep r es e n t s  t h e  t r a ns f o r ma t i o n  
p r o ce s s  f o r  e mb e d d in g  th e  p r in c ip l e s  o f  o p e r a t io n a l  e xc e l l e n c e  
in to  t he  o rg an i za t i o na l  cu l t u r e .  
 
Th e  S h i ngo  P r in c i p le s  o f  O p era t i on a l  Ex ce l l en ce  
 
1  R es p e c t  e v e ry  ind iv id ua l  
2  L e ad  w i t h  h u mi l i t y  
3  S eek  p e r f ec t i on  
4  A s s ur e  qu a l i ty  a t  t h e  s ou r ce  
5  F lo w  a nd  p u l l  v a l u e  
6  E mb r a c e  S c i en t i f i c  T h i n k i n g  
7  F ocus  on  p r oces s  
8  Th in k  s y s t e mi c a l ly  
9  C r e a t e  co ns t an c y  o f  p u r p os e  
1 0  Crea t e  va lue  fo r  t he  cus to mer  

  
(ht tp: / /www.shingoprize.org/htm/about-us/model -guidel ines,  Nov.2010) 
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T he  mo d e l  i s  s t r u c t u r ed  a s  f o l lo w s :  
 
 D i men s io n   Be lon g s  t o  p r in c ip l e s  
    
1  C u l tu r a l  e n ab l e r s  

 
1  
2  

Respec t  e ve ry  i nd iv idua l  
L e a d  w i t h  h u mi l i t y   

2  C on t i nu ou s  p r oces s  
i mpr o ve m en t  

3  
4  
5  
6  
7  

S eek  p e r f e c t io n  
A s su r e  qu a l i t y  a t  t h e  s ou r c e  
F low  an d  p u l l  v a lu e  
E mb r a c e  s c i e n t i f i c  t h in k in g  
F ocus  on  p r oces s  

3  E n t e r p r i s e  a l i g n me n t  8  
9  

Th ink  sy s t e ma t i ca l l y  
Cr e a t e  co n s t an cy  o f  p u r p os e

4  R es u l t s  1 0 Cr e a t e  v a l u e  f o r  c u s t o me r  
 
T a b l e  5 ,  S h i n g o ;  r e l a t i o n  d i m e n s i o n s - p r i n c i p l e s  
 
A s s es s m en t  g u id e l i n e s  
 
E a ch  D i men s ion  h a s  t o  b e  ev a lu a t ed  b a sed  o n  a  l i s t  o f  sy s t e ms  
and  ac t iv i t i e s  t h a t  s u pp o r t s  t h e  p r in c i p l e s  i n  t h e  d i men s i o n  on  a  
s ca l e  f r om 1 - 5 .  E ach  n u mb e r  r ep r es en t s  a  p e r cen t ag e  o f  t h e  
max i mu m s c o r e  ( s e e  t ab l e  b e l ow ) ,  r e a ch ab l e  a t  t h i s  d i me ns i on .  
T o  a l ig n  th e  s co r i n g  t he  a t t r i b u te s  o f  1 - 5  a r e  d e f en d  in  d e t a i l  f o r  
t h e  d i men s io n  1 - 3  ( beh av io u r  a s s es s men t  s ca l e )  an d  th e  
d i me ns io n  4  ( r e s u l t  a s s e s s men t  s c a l e )  
 
 D i men s i o n  M a x  po in t s  
   
1  Cu l tu r a l  en ab l e r s  

 
1 5 0  

2  C on t in u ou s  p r oce s s  
i mpr o ve m en t  

4 0 0  

3  E n te r p r i s e  a l i g n me n t  2 0 0  
4  R es u l t s  2 5 0  
 
T a b l e  6 ,  S h i n g o ;  m a x .  p o i n t s  p e r  d i m e n s i o n  

(The Shingo Price  May,  2010,  p .  31)  
A wa rd in g  p r in c ip le s  
 
A n  o r g an iz a t io n  u n i t  may  a p p ly  f o r  th e  “S h in go  P r i ze ”  A n  aw ar d  
c a n  b e  a c h i ev ed  o n  th r e e  l ev e l s :  
 

S h in g o  b ro nz e  med a l l i on  
S h in g o  s i l v e r  med a l l i o n  
The  Sh in go  P r i ze  
 

N o r ma l l y  an  o r g an iz a t io n  s h o u l d  h av e  a  ma t u r i t y  o f  min i mu m 
th r ee  y ea r s .  Bas ed  on  the  ac h i ev e men t  r epo r t ,  p r ep a r ed  by  th e  
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o r g an i za t io n ,  a  s i t e  v i s i t  a s s e s s men t  w i l l  b e  s c h ed u l ed .  T h e  
h an do v e r  o f  t h e  a w ard s  t ak e s  p l a c e  a t  t h e  S h in go  P r i z e  
I n t e r n a t i o n a l  C o n f e r e n c e .  
 
Su mmary  
 
T he  S h in g o  mo d e l  f o r c es  t h e  b a l a n c i ng  o f  t h e  10  gu id in g  
p r i nc ip l e s  t o  mo v e  to w ar ds  op e r a t i on a l  ex ce l l ence .  A l l  a spec t s  
a nd  me a s u r es  o f  a n  o r g an i z a t io n  h a v e  to  b e  v e r i f i e d  on  
con s i s t en cy  w i th  t h e  gu id in g  p r in c ip l e s .  H o w ev er  t h e r e  i s  n o  
p r ec i s e  d e f in i t i on  o f  ope ra t i ona l  ex c e l l ence ,  t h e  sy s t e ms  and  
ac t iv i t i e s  t o  fu l f i l  t h e  g u id i ng  p r in c i p l e s  may  v a ry  f ro m 
o r g an i za t io n  to  o r g an i z a t io n .  O r g an iz a t ion s  may  ap p ly  f o r  t he  
S h in go  P r i z e .   
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4  Supplier Quality Requirements (SQR) 

4 .1  Main purpose of  SQR 
 
D ef in i t io n :  
 
I f  a  s up p l i e r  i n  t h e  s u p p ly  cha in  w an t s  t o  d e l i v e r  a  p r od uc t  h e  
h as  t o  r e s p e c t  an d  ag r e e  w i t h  th e  S u p p l i e r  Q u a l i t y  Req u i r e me n t s  
( SQ R)  o f  t h e  cu s to me r .   
 
T he  s t r u c tu r e  i n  t h e  au to mo t iv e  s u p p l y  c ha in  i s  c l e a r l y  de f i n ed  
s t a r t i ng  w i th  t h e  O EM  Tie r 1  T i e r 2  . . . . . . . . T i e r  n  s u pp l i e r .  
T h e  s u p p l i e r  q u a l i t y  r e q u i r eme n t s  a s  d e f i n ed  b y  th e  O E M ' s  a r e  
t r an s l a t e d  in to  q u a l i t y  r eq u i r e men t s  o f  t he  T i e r  1  an d  s o  f o r th .  
F r o m t h e  na tu r e  o f  t h i s  s t r u c tu r e  i t  i s  ob v io us ly  t ha t  e a ch  p l a y e r  
i n  t h i s  ch a i n  mi g h t  a s k  fo r  s o me  "q u a l i t y "  r e s e r v e  o f  t h e  p r o du c t  
o r  s e r v i c e  h e  p u r c h as e .  F r om t h e  co n t r a c tu a l  p o in t  o f  v i ew  th e  
b us i ne s s  r e l a t i on  i s  a l w ay s  b e tw een  t h e  d i r ec t  p a r tn e r s  i n  t h e  
c h a i n ,  t h i s  i s  v a l id  f o r  t h e  t e ch n ic a l  a s  w e l l  a s  s u p p l i e r  q ua l i t y  
r eq u i r e m en t s .  
     

4.2  Design & Concept  of  SQR 
 
T he  i d ea  beh ind  t h e  S Q R’s  i s  t o  p r o v id e  ex i s t i n g  an d  p o t en t i a l  
n ew  s up p l i e r s  w i t h  a  g en e r a l  v a l id  do cu men t  w her e  cu s t o mer  
r eq u i r e m en t s  s u ch  a s :  
 

•  S u pp l i e r  qu a l i f i c a t i on  
•  S u pp l i e r  au d i t  p r oces s  
•  P r o t o ty p e  r eq u i r e men t s  
•  D o cu men t  man ag eme n t  
•  P r od uc t  va l id a t io n  an d  v e r i f i c a t i on  
•  Q u a l i ty  p l an n i ng  f o r  p r o j ec t  an d  p ro du c t ion  
•  Q u al i ty  t a r g e t s  
•  D ef in i t i o n  o n  p r o du c t  r ep a i r  
•  Chang e  man ag e me n t  
•  Co mp l a in t s  h an d l i n g  
•  E sc a l a t io n  p r o c es s  
•  S u pp l i e r  pe r f o r ma nce  r a t i n g  

 
a r e  d e f i n e d .  T h i s  do cu me n t  i s  pa r t  o r  an  a t t a c h men t  t o  t he  
gen e ra l  pu rchas ing  con t r ac t .  The  do cu men t  no rma l l y  compr i s e  
t h e  to t a l  p r o du c t  l i f e  cy c l e ,  t h e  d e f in ed  r eq u i r e men t s  a r e  v e ry  
much  de t e r min ed  by  t he  OEM.  The  s i z e  o f  t he  cons id e r ed  SQR 
d o c u men t s  w i t h i n  t h i s  M a s t e r  T hes i s  va r iou s  f ro m 11  to  7 0  
p ag es . ( i n c l .  t e mp l a t e s  a n d  c h e ck l i s t )   
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4.3  Avai labi l i ty  and val id i ty  of  SQR 
 
M a jo r  T i e r ' s  h a v e  th e i r  gen e r a l  v a l id  s u p p l i e r  q ua l i t y  
r eq u i r e m en t s  p u b l i sh ed  e i th e r  o n  th e i r  W eb  a p p l i c a t io n  o r  o f f e r  
t h e  d o cu me n t  o n  r e qu es t .  I n  t h e  d e l i v e r y  co n t r ac t  n o r ma l ly  t he r e  
i s  a  c l aus e  th a t  t h e  S Q R,  w i t h  a  l i n k  t o  t h i s  do cu men t ,  i s  v a l id  
a nd  man d a t o r y  how ev er  t h e  v a l id  v e r s io n  i s  no t  men t io n ed  in  
mos t  o f  t he  c as es .  T h i s  ha s  t h e  r i sk  o f  p o ss i b l e  c h an g es  o f  t h e  
S Q R  w i th o u t  n o t i c e  t o  t h e  s u pp l i e r  w ho  ha s  t o  s a t i s f y  the  
c h an g ed  r equ i r e me n t s .  
 

4.4  Speci f ic  automotive  qual i ty  requirements  
 
S ev e r a l  i n f l u e n c i n g  f ac to r s  d e t e r mi n e  t h e  ch a r ac t e r i s t i c  o f  t h e  
a u to mo t i v e  b u s in e s s :  
 

•  Co ns u mer  q u a l i t y  ex pec t a t io n  
•  M o d u le s / sy s t e ms  w i th  s a f e ty  r e l ev a n c e  
•  T he  h ig h  nu mb er s  o f  co mp o n en t s  u s e d  f o r  a  ca r  
•  T he  lo w  s t ock  l ev e l  i n  t h e  s up p ly  ch a in  
•  P la t f o r m des i gn s  l e ad s  to  mu l t ip l e  u s e  o f  

c o mpo n e n t s / mo d u les / s y s t e ms   
•  H ig h  n u mber  o f  p r od uc t s  i n  t h e  mar k e t  
•  G lo b a l  d i s t r i bu t io n  o f  p r od uc t s  
•  I t  i s  a  c o mp e t i t i v e  mar k e t  

 
T hes e  d ema nd s  f ro m th e  au t o mo t iv e  mark e t  o n  th e  on e  s i de  an d  
th e  r equ i r e me n t s  f ro m th e  au to mo t iv e  qu a l i t y  sy s t e ms  o n  the  
o th e r  s id e  s up p l e me n t e d  b y  s p ec i f i c  c us t o me r  co mp an y  
r eq u i r e m en t s  l e ad s  t o  t h e  S Q R as  d e s c r ib ed  h e re a f t e r  i n  de t a i l .  
 
T he  r equ i r e me n t s  can  b e  d iv ided  in to  t h e  fo l lo w in g  ma i n  s ec t io n s  
P ro j e c t  p h a s e ;  e nd in g  w i th  S O P  ( s t a r t  o f  p r o du c t ion )   
E mph as i s  o n  th e  p r o j e c t  man ag e me n t  an d  p r o d uc t  c r e a t i o n  
p r o ce s s  a s  w e l l  a s  de s i gn  v e r i f i c a t io n  an d  p r o du c t  v a l id a t i on  
S er ia l  p r odu ct io n  ph a s e ;  I n  t h i s  p h as e  ma i n  f o c u s  i s  g iv en  t o  
p r o d uc t iv i ty ,  qu a l i t y  co mp l a i n t s  h an d in g  an d  c h an g e  ma nag e men t  
o f  p r o du c t  an d  p r o ces s e s .   
Sp a re  p ar t s  p ro du c t io n ;  en d ing  w i th  EO P  (end  o f  p rodu c t ion )  
F o cu s  o n  lo n g  t e r m a v a i l ab i l i t y  o f  p r o d u c t ,  s p e c i a l  p a ck i n g ,  l o w  
o r d e r  s i z e .  
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4.5  Detai led analysis  of  SQR  
 
T h i s  an a l y s i s  i s  p e r f o r med  o n  th e  ex a mp l e  o f  W eb as to ,  Br o s e ,  
Arv in  Mer i t o r  ( a l l  T i e r1 )  an d  John  Dee re  (OEM)  
 
O n ly  th e  pa r t  r e l a t ed  to  p r o c es s  man a g e men t  an d  qu a l i t y  
man a g e men t  s y s t e m w as  co n s ide r e d  in  t h e  d e t a i l ed  an a l y s i s  o f  
t h e  S Q R’ s .  
 
F o r  t h e  de t a i l e d  an a ly s i s  s e e  A p p en d i x  5 ,  M a p p in g  o f  q u a l i t y  
r eq u i r e m en t  s p e c i f i c a t i o n .  
 

4.6  Summary and conclusion of  SQR's  
 
T he  q u a l i t y  a nd  p r oc e s s  r eq u i r e men t s  d e f in e d  i n  t h e  S Q R’ s  o f  t h e  
cons ide r e d  T i e r  1 ’ s  and  t he  s e l ec t e d  O E M  a r e  v e r y  s i mi l a r .  T h e  
adh e r en c e  to  t h e  r e s p ec t iv e  n o r ms  i s  ob v iou s l y .   
F o r  t h e  p r o j ec t  p h as e  s ev e r a l  i t e ms  a r e  r e l a t ed  t o  t h e  r ob u s tnes s  
o f  t h e  d e s i gn  a nd  p r od uc t  r e l i ab i l i t y .  A l l  t h e  cu s to me r s  r e f e r  t o  
t h e  P P AP as  t h e  cen t r a l  do cu men t  i n  t h e  p ro j ec t  p h as e  and  th e  
d e t a i l ed  r eq u i r e me n t s  a r e  i n  l i n e  w i th  th o s e  d e f in ed  in  t he  P P A P .   
T he r e  i s  a  c l e a r  r e q u es t  f o r  co n t inu o us  i mp r o v e me n t  o f  p r od u c t  
a nd  p r o c e s s e s .  F o r  t he  ev a l u a t ion  o f  t he  s u pp l i e r  qu a l i f i c a t io n  
c us to me r s  h as  a  s t r u c t u r ed  p r o ce s s  e s t ab l i s h e d  inc lu d i n g  o n  s i t e  
a ud i t s  w i th  i nd iv id u a l  a s s es s men t  t oo l s .  T h e  s u p p l i e r  
p e r f o r ma n c e  i s  mo n i t o r ed  b y  de f i ned  ev a lu a t i o n  sy s t ems .  T he  
meas u re m en t  c r i t e r i a  a r e  0 k m p p m,  d e l i v e ry  pe r fo r man c e ,  
r e s p o n s iv en e s s ,  co mp l a in t s  h an d l in g .  J o h n  D eer e  h as  t h e  
c on t r ibu t io n  to  t he  p a r tn e r s h ip ,  t e c h n ic a l  c o m pe t en c e  a n d  co s t  
r ed uc t io n  man ag emen t  a s  f u r the r  c r i t e r i a  d e f i ned .  
 
T he  t i me l y  h an d l in g  o f  n o n  co nf o r mi t i e s  an d  r e med i es  to  d e l i v e r  
d e f e c t  f r e e  p r o d uc t s  h as  h ig h  i mpo r t a n c e  in  t h e  s pe c i f i c a t io ns .   
 
I n  s u m ma r y  a  d e f i ned ,  d ep lo y ed ,  ce r t i f i ed  an d  co n t in uo us ly  
i mpr o ve d  qu a l i t y  an d  p r o ces s  man ag eme n t  s y s t e m i s  a  m an d a to r y  
p r e r e qu i s i t e  t o  ap p r oach  th e  au to mo t i ve  s u pp ly  b u s i ne s s  
su s t a inab ly  and  t o  c r ea t e  t h e  ne cess a r y  work  s t r uc tu r e  t o  s a t i s fy  
cus to me r  exp ec t a t i on .  
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5  Continuous process improvement in the 
Automotive Business 

5 .1  Introduct ion 
 
T h i s  c h a p te r  co n c l u d e  o n  th e  l i t e r a tu r e  s tu d y  fo r mi n g  th e  b as i s  
fo r  t h e  de ve lop me n t  o f  t h e  A u to mo t iv e  Bu s ines s  M an ag e me n t  
M od e l  an d  th e  ma i n  co n t r ib u t io n  o f  t h i s  M as t e r  t h es i s :  
 
T h e  A u to mo t iv e  P r o c es s  M a tu r i t y  A ss es s me n t  ( A P M A ) .  
 
W i t h i n  t h i s  M as t e r  Th es i s  t h e  A P M A fo r  t h e  b u s in es s  c r ea t io n  
p r o ces s  w i th  t h r e e  p r o c es s  a r ea s  an d  t h e  q u a l i t y  ma n a g e m e n t  
sy s t e m w i th  f ou r  p r o ce s s  a r e as  a r e  d ev e lo p ed  in  d e t a i l .  

5 .2  Automotive  Business  Management  Model  
 
 
   

                
 
F i g u r e  2 5 ,  B u s i n e s s  P r o c e s s  M o d e l  
 
T h i s  h ig h  l e v e l  b us i nes s  ma n ag e me n t  mo d e l  ca n  b e  u s e d  to  s e t  u p  
a  co mp re h en s iv e  a u to mo t iv e  bu s in es s  ma n ag e me n t  s y s te m.  Th e  
Qu a l i t y  M an ag e me n t  S y s t e m ( QM S )  and  th e  P r o ces s  M an ag e me n t  
S y s t e m ( P MS )  b u i l t  t h e  h ea r t  o f  t he  sy s t e m w i th  r e l a t e d  
a s s es s me n t  me tho d s .  T h es e  a r e  t h e  A u t o mo t i ve  P r o c es s  M a tu r i t y  
A s s es s me n t  (A P MA )  d ev e lo ped  w i th i n  t h i s  M a s te r  Th es i s  f o r  t he  
P r o ce s s  M an ag e m en t  an d  q u a l i t y  au d i t s  f o r  t h e  Q u a l i t y  
M an ag e m en t .  T h e  t a r g e t  o f  t h e  n ex t  l ay e r ,  i l l u s t r a t ed  i n  t h e  
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con cen t r i c  cy c le s  a r ou n d  th e  Q M S  an d  P MS  o f  t h i s  mo d e l ,  i s  t o  
i n t e g r a t e  t h e  ma t u r i ty  mod e l s  u n d e r  t h e  D e mi n g -  P l an ,  D o ,  
C h eck ,  A c t -  ap p r oa ch .  T h e  n ev e r  e nd in g  i mp r o v e me n t  c y c l e  i s  
sy mb o l i s ed  b y  th e  a r r o w s .  Th es e  M a tu r i t y  mo de l s  a r e  t h e  
Bu s i n es s  Ma tu r i t y  Mo d e l  ( e . g .  E F Q M)  co v e r in g  th e  to t a l  
b us ines s  pe r f o r ma nce  o f  an  en t e r p r i s e  an d  th e  A u to mo t i v e  
P r o ces s  Ma t u r i t y  Mod e l  ( AP M M)  w i th  s p e c i f i c  r eq u i r e men t s  a s  
d e ma nd ed  o f  t h e  au to mo t iv e  s u pp ly  b us i ne s s .  T he  A P MM  
s u pp o r t s  t h e  p r o ces s  a s s e s smen t  a r e a  o f  t h e  BM M  w i th  t h es e  
s p ec i f i c  r eq u i r e me n t s .  To t a l  Q ua l i t y  M an ag e men t  (T Q M )  i s  t he  
f r a mew o r k  f o r  ex c e l l en t  p e r fo r man c e  th r o u gh  t he  f ou r  
P ’ s :P l an n ing ;  P eo p le ;  P r o ce s s es  P e r f o r man c e  a nd  th e  th r e e  
C ’ s : Cu l tu r e ,  C o mm un ica t io n  an d  C o m mi t men t . ( O ak l an d  S . J ;  
T QM;p . 27 )   
T he  en ve l o pe  o f  t h i s  mod e l  r ep r es en t s  t h e  s a t i s f ac t i on  o f  
c us to me r  r eq u i r e men t s  an d  t h e  b u s in e s s  t a r g e t s  f u l f i l me n t .  T h e  
c r i t i c a l  s u cce s s  f a c to r s  a r e  de f in ed  a s  a  b as k e t  o f  Key  
P e r f o r ma nc e  I n d i c a t o r s  ( K P I )  w i th  a s s o c i a t ed  t a r g e t s  f o l l o w in g  
th e  Ba l an c es  S co re  C a r d  sy s t e ma t i c .  T he  me th od o log y  o f  
M anag e men t  R ev i ew  ( M R)  i s  a  man d a to r y ,  i nhe r en t  pa r t  o f  t he  
Q M S  t o  e v a l u a t e  t he  e f f e c t i ven es s  o f  t h e  s y s t em i t s e l f .  
 

5.3  Evaluat ion and conclus ion on input  data  
 
N o r ms  a n d  s t a n d a r ds  a r e  t h e  b as i s  t o  s e t  u p  a  q u a l i t y  
man a g e men t  s y s t e m.  P r o ce s s  d e f i n i t i o n  an d  man ag e men t  a r e  
r eq u i r e m en t s  o f  t h e  co ns id e r ed  n o r ms .  T he  I S O  9 00 0  f a mi l y  i s  
d es ig n e d  f o r  g en e r a l  pu r p o s e ;  V D A  an d  T S  169 49  a r e  s p e c i f i c  
f o r  t he  au to mo t iv e  bu s in es s .  TS  16 949  i s  t h e  mo s t  co mmo n  
s t a nd a r d  th e  au t o mot i v e  s u p p ly  b us i nes s  i s  c e r t i f i ed .  B o th  th e  
I S O  9 00 4  a nd  t h e  I SO  1 55 04  ha s  t h e  f o cu s  o n  p r o ces s  
i mpr o ve m en t ,  t h e  IS O  90 04  on  g en e r a l  l ev e l ,  t he  I S O  155 0 4  
r eq u i r e s  a  r e f e r en ce  mo d e l .  Th e  G er man  au t o mo b i l e  i n du s t ry  
ag reed  t o  u se  t h e  ISO 12207  a s  t h e  r e f e r ence  mode l .  The  
c o mb in a t i o n  w i th  t h e  I S O  15 5 0 4  i s  c a l l ed  A u t o mo t iv e  S p ice  and  
c o v e r s  ma i n l y  t h e  S W  p r o ce s s  r eq u i r e m e n t s .  
 
B u s i n e s s  p r o ces s  man ag e men t  i n c lu de s  t h e  p ro ces s  d e s i g n  a n d  
s e t  u p  o f  an  o r g an i z a t io n .  T he  p r o c es s  mo d e l ,  t h e  s t r u c t u r e  o f  
p r o ce s s  a n d  p e r f o r man c e  me as u r e me n t  ha s  a  co mmo n  
u nd er s t an d ing  in  t h e  s pec i a l i s t  l i t e r a t u r e .  Th e  s ucc es s  o f  a  
e n t e r p r i s e  i s  v e r y  mu ch  d ep e n d in g  o n  th e  a b i l i t y  a n d  p e r s i s t en c e  
o f  t h e  o r gan i s a t io n  to  r e a l i z e  a  t r an s p a r en t ,  s y s t e ma t i c  co n cep t  
o f  co r e  b us i ne s s  p r o ces s es  de r i v ed  f r o m an d  i n  a cc o r d a n c e  w i t h  
th e  v i s io n  an d  s t r a t eg y .  T he  c r i t i ca l  s u cc e s s  f a c to r s  mo n i to r ed  
w i t h  th e  sy s t e ma t i c  o f  t h e  b a l an ced  s co r e  ca r d  a r e  th e  d r i v i ng  
f o r ce s  t o  s t e e r  t h e  b u s in es s .  
 



 
p a g e  7 2  o f  1 0 2  

 
 

T he  A s s e s s men t  an d  i mpr ov e me n t  mo d e l s  a s  e va l u a t ed  w i t h i n  
th i s  M as t e r  Th es i s  h av e  ba s i ca l ly  a l l  t h e  s a me  app ro ach .  Th ey  
d i f f e r  i n  t h e  a s s es s me n t  me t ho d o lo g y  an d  th e  u s ed  r e f e r en ces  a nd  
th e  d eg r ee  o f  ev a l u a t i on .  
S o me  o f  t he m c an  b e  u s e d  g e n e r a l ly  ( CM M I ,E F Q M ,S h ing o )   
o th e r s  a r e  bu s in es s  s p ec i f i c  d es ig n e d  ( P S T ,  S p i c e ,  C M M )  .   
 
T he  q u a l i t y  r eq u i r emen t s  o f  t h e  cu s to mer  a r e  s u mmar i ze d  in  th e  
S Q R  d oc u men t s  a nd  c ov e r s  t h e  w ho l e  p r o d uc t  l i f e  cy c l e .  T h e  
r eq u i r e m en t s  a r e  s pe c i f i c  a n d  v e ry  mu c h  co mmo n .  A t t en t i on  i s  
g iv en  to  t he  s u pp l i e r  qu a l i f i c a t i on  a n d  e v a lu a t io n .      
 
       

5.4  Development  of  an Automotive  Process  
      Matur ity  Model  
 
T he  id ea  beh i nd  t h e  A u to mo t iv e  P r oces s  M a tu r i t y  M od e l  i s  t o  
r ea l i z e  a  t o o l  t o  s u p po r t  t h e  cu s to mer  r eq u i r e m en t s  and  t h e  
b us i ne s s  t a r g e t s .  T h e  ap pr oa ch  i s  t o  c o mbin e  t h e  adv an t ag es  o f  
e x i s t i ng  i mp r o v e men t  mo d e l s  w i t h  f u r the r  d e ve lop me n t .  T h e  
mo d e l  s h o u ld  b e  s p e c i f i c  ( w he r e  ap p r o p r i a t e )  f o r  t he  au to mo t i v e  
b us i ne ss  p r o ces s  man ag e men t  an d  en ab l es  th e  u s e r  t o  c r ea t e  a  
con c re t e  i mprove men t  p l an  t o  r e ach  t he  n ex t  h ighe r  ma t u r i t y  
l ev e l s .  T h e  us e r  s h o u ld  be  g u i ded  by  t he  to o l  t o  ev a lu a t e  t h e  
ex i s t i ng  ma tu r i t y  o f  t h e  p r oc es se s  w i th in  t h e  p r oces s  l and scap e .  
F u r t he r mo r e  t h e  t o o l  s h ou ld  h e l p  t o  d e t ec t  t h e  con s t r a in t s  f o r  t he  
r ea s o n  to  b e  on  th e  cu r r en t  l ev e l .  By  t he  s t ep  t o  s t ep  de f in i t i on  
to w ar d s  - w o r ld  c l a s s  p e r f o rman ce -  t h e  to o l  s h ou ld  g iv e  ad v i c e  
a bo u t  t h e  i mp r ov e me n t  s t ep s  t o  mo v e  o ne  l ev e l  h ig h e r .  T h i s  
mo d e l  s h o u ld  h e lp  th e  man a g e men t  o f  a  co mp a ny  to  s e t  t h e  r i gh t ,  
e f f ec t i ve  i mpr ov e m en t  meas u r e s  i n  o r de r  t o  s t r i v e  f o r  b u s in es s  
exce l l en ce .   
T he  co nd i t i on  fo r  t h i s  mod e l  i s  an  ex i s t i ng  an d  i mp le men t ed  
p r o ce s s  ma n ag e men t  s y s t em w h er e  t he  b as i c  e l e me n t s  o f  p r o ce s s  
man a g e men t ,  a s  d e s c r ib e d  i n  ch ap t e r  Bu s i nes s  Pr o ces s  
M an a ge m en t ,  a r e  f o l lo w ed .  E mp h as i s  o n  th e  r e s u l t s  o f  t h e  
s u pp l i e r  qu a l i t y  r eq u i r e men t s  i s  g iv e n  du r ing  th e  d ev e l o p men t  o f  
t h e  mo d e l  c on t e n t  de f i n i t i o n .   
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5.5  Development  of  an Automotive  Process  
Maturi ty  Assessment  

 
T he  me t h o d o lo g y  fo r  t h e  p r o c es s  ma t u r i ty  a s s es s men t  a s  
d ev e lo p e d  in  t h e  co u r s e  o f  t h i s  ma s t e r  t h es i s  b u i l t  o n  ex i s t i ng  
to o l s  a nd  c o mb in a t ion  o f  t o o l s  i n  o r d e r  t o  c r e a t e  a  n e w ,  mo r e  
e f f ec t i v e  an d  co mp r eh e n s i v e  a s s es s me n t  s ch e ma t i c .   
T he  in t r o d uc t io n  t o  e ach  p r o ces s  a r ea  i s  t h e  u l t i ma t e  b u s in ess  
g oa l  o f  t he  p r o c e s s .  T h i s  i s  f u r t he r  e x p l a in ed  an d  in t e r p r e t ed  in  
t h e  p a r t  e x p l a n a t io n .   
A  s e t  o f  key  p e r f o rma n ce  in d ic a t o r s  ( KP I )  w i th  r e l a t e d  t a rg e t s  
en ab l e s  t h e  us e r  t o  d es ig n  an  ap p ro p r i a t e  p e r f o r man ce  
me a s u r e m en t  s y s t em.  T h i s  p e r f o r man ce  in d i c a t o r s  can  b e  u s ed  to  
d es ig n  a  ba l an ced  sco r e  ca r d  a s  de s c r ibed  i n  F ig u r e  17 ,  Ba l an c ed  
S o re  C ar d .  
F o r  t h e  un de r s t a nd in g  o f  t h e  c on t ex t  t o  o th e r  p ro ces s es  t h e  k ey  
r eq u i r e m en t s  o f  t h e  p r oc es s  i n  fo cu s  t o  t h es e  p r oces s  a r ea s  a r e  
a dd r e s s e d  in  t h e  p a r t :  r e la t ion  to  o the r  proc es se s .   
T o  a cq u i r e  an  e f f e c t i v e  i mp ro v e me n t  a c t i o n  l i s t  t h e  k ey  
q ue s t io ns  de r iv ed  f r o m th e  T h eo ry  o f  co n s t r a in t s  a r e  me n t io n ed  
u nd e r  t h e  to p i c :  I mp r ov em en t  p la nn in g   
T he  an s w er  o n  th e s e  qu es t i on s  s h ou ld  h e l p  th e  o r gan iz a t io n  to  
d e c i d e  o n  th e  i mp r o v e me n t  a c t i v i t i e s  t o w a r d s  t h e  n ex t  s t ep .     
 

M at u r i t y  l ev e l  d e f in i t io n   
 
W h er e  ap p r o p r i a t e  t h e  ma tu r i ty  l ev e l  d e f in i t i o n  t ak es  i n to  
c on s id e r a t io n  th e  r eq u i r e me n t s  o f  t he  au to mo t i v e  bu s in e s s  an d  in  
p a r t i cu l a r  t h e  a u to mo t iv e  s u p p l i e r  bu s ine s s .  T h e  s y s t e ma t i c  o f  
ma t u r i t y  l ev e l s  i s  eq u a l  f o r  a l l  bu s in e s s  p r oces s es  w i th i n  t h i s  
mo d e l .  T he  en t r y  l ev e l  d e f i ne s  a  s i t u a t ion  o f  u n de f in ed  p r o ce s s e s  
and /o r  no  ev i d en ce  o f  do cu me n t a t io n .  O n  a  s c a l e  f ro m 1  to  1 0  t h e  
r eq u i r e m en t s  t o  t h e  o r gan iz a t io n  a r e  de f in ed  t o  en t e r  a  h ig he r  
l ev e l  o n  t h e  ma t u r i ty  l ad de r .  T h e  co n d i t i on  t o  r e a ch  l ev e l  2  i s  an  
e x i s t i ng  a nd  dep lo y e d  p r o c es s  man ag eme n t  an d  i s  an  eq u a l  
r eq u i r e m en t  f o r  a l l  p r o c es s es .  T h e  t o p  d e ma n d in g  l ev e l   i s  v e r y  
mu ch  d r i v en  b y  the  a i m o f  w or ld  c l a s s  p e r f o r man ce .    
 
W or ld  c l a s s  p e r fo rman ce  can  be  s een  a s  a  p e r fo r man ce  l ev e l  
d e f in ed  a s  t h e  b en ch mar k  o f  a  pa r t i cu l a r  p ro ces s  a r ea .  W or ld  
c l a s s  p e r fo r man ce  i s  no t  an  ab s o l u t e  l eve l .  Wo r l d  c l a s s  
p e r f o r ma n c e  mea n s  do  b e  th e  b es t  i n  a l l  p r o c es s es  an d  s e r v i c es  
o f f e r ed .   
 
A  l ev e l  can  on ly  be  s ucc es s fu l l y  r ea ch ed  i f  t h e  c r i t e r i a  f o r  t he  
l o w er  l ev e l s  a r e  f u l ly  s a t i s f i ed .  
 
W i th in  th i s  M as t e r  T hes i s  t h e  p ro ces s  ma t u r i t y  a s s e s s men t s  f o r  
t h e  b us in es s  c r e a t i o n  p r o ce s s  w i th  t h r ee  p r o c es s  a r e as  a nd  th e  
q ua l i t y  man ag e me n t  sy s t e m w i th  f ou r  p r o ce s s  a r e as  a r e  
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d ev e lo p e d  in  d e t a i l .  O th e r  k ey  p r oces s es  w i th  t h e i r  p r oc es s  a r ea s  
c a n  b e  a d d ed  t o  co mp l e t e  t h i s  au t o mo t i v e  p r o c e s s  ma t u r i ty  
mo d e l .  
 
B u s in es s  P ro ces s  P ro c es s  A r ea  
  
B us i n e s s  C r e a t io n  P r o ce s s  A cq u i s i t i on  o f  n ew  c us t o me r  
 C us t o me r  b as e  ma n ag e men t  
 P r od u c t  po r t fo l i o  man ag e men t  
  
Q u a l i t y  M an ag e men t  F a i lu r e  p r ev en t io n  
 P roduc t  r e l e as e  
 F a i lu r e  man ag e men t  
 C on t i nu ou s  i mp r o ve me n t  
 
T a b l e  7 ,  B u s i n e s s  P r o c e s s  a n d  P r o c e s s  A r e a  
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5.6  APMA for  Business  Creat ion Process  
5 .6 . 1  P ro c es s  a r e a :  A c qu i s i t i on  o f  n e w C u s t om ers  

 
B u s in es s  g o a l :  
 
B us i n e s s  ob je c t iv e s  a r e  s u p p o r t ed  b y  new  cu s t o mer  a cq u i s i t i o n .  
T he  p r o c es s  i s  w e l l  man ag e d  an d  r ev iew ed .  
E x p l an a t i on :  
T he  acqu i s i t i on  o f  n ew  c us t o me r  i s  d e r iv ed  f r o m th e  b u s in es s  
o b j e c t i v e s .  T he  c u s to me r /  p r o du c t  p o r t f o l i o  i s  d e f in ed  a nd  
r eg u l a r l y  r ev i ew ed .  Th e  c r i t e r i a ’ s  f o r  n ew  cu s t o mer s  a r e  
d oc u men t ed  an d  f o r ms  th e  d e c i s io n  b a s i s .  N ew  cus t o me r s  a r e  t he  
r e s u l t  o f  t h e  p r o ce s s .  
 
K ey  p e r f o rm an ce  in d i ca t o r s :  
 
K P I :   A c qu i s i t i on  o f  n ew  cus t o mer  

T a r g e t :  n u mb er  o f  new  C us to me r /  n u mber  o f  p l an n ed  n ew  
cus to me r  

T a r g e t :  C r i t e r i a ’ s  f o r  acq u i s i t i o n s  a r e  r e v i e w e d  o nc e  a  
y ea r  

K P I :   A c qu i s i t i on  p r oces s  
Ta rge t :  Need ed  e f fo r t /  p l a nned  e f fo r t  
T a r g e t :  A c q u i s i t i on  p r o c es s  r ev i ew  i s  d o n e  o nc e  a  y ea r  

K P I :   M a r k e t  A na ly s i s  
Ta rg e t :  ma r k e t  d a t a  a r e  av a i l ab l e  an d  u p da t ed  acco rd in g  

t i me  s ch ed u le  
 
I n t er f ac e  t o  o th e r  p r oc es s  a r ea s :  
 
C u s t o me r  b as e   
Manag e men t   I s  t he  A c qu i s i t i on  s t r a t eg y  a l i g n ed  w i t h  t h e  

s t r a t eg y  o f  cu s t o mer  b as e  man ag e me n t )  
 

H R M    i s  t h e  o r g an i za t i on  b e  p r ep a r ed  f o r  n ew  cu s to mer  
 

D ev e l op me n t  A r e  th e  a pp ro p r i a t e  r e s ou rc es  f o r  ne w  cu s to mer  
  p r o j e c t s  p l ann ed )  
 
I m p ro vem en t  p l ann in g :  
W ha t  i s  t h e  ro o t  caus e  t o  b e  o n  th i s  ma t u r i t y  l ev e l ?  
W ha t  a r e  t h e  co ns t r a in t s  t o  r each  on e  l ev e l  h i g h e r ?  
W ha t  a r e  t h e  b e n e f i t s  f o r  t h e  o r g an iz a t ion  to  b e  o n e  l ev e l  
h ig he r ?  
W ha t  con c r e t e  i mp r ov e me n t  me as u res  a r e  p l an n ed  t o  r e a ch  th e  
n ex t  l ev e l ?  
W ha t  con c r e t e  i mp r ov e me n t  me as u res  a r e  n eed ed  to  i mp r ov e  a  
g iv en  K P I ?  
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A P MA  f or  Bu s in es s  C rea t i o n  Pro ces s  
P ro c es s  a r e a :  A c q u i s i t i o n  o f  n e w C u s t om ers  
 

Level  CRITERION 
 

0  
N ew  cu s t o mer  “h ap pens ” ,  t he r e  i s  n o  s t ru c t u r e  i n  
p l a c e  t o  a cq u i r e  n e w  c u s t o me r s  

  
 

1  
A  p r oces s  f o r  cus t ome r  acqu i r i ng  i s  d e f in ed ,  
d ocu me n t e d ,  p r oc e s s  o w ne r  i s  no min a ted ,  k ey  
p e r f o r ma nc e  ind ica to r s  a r e  s e l ec t ed  an d  th e  p r oces s  i s  
d ep l oy ed  a nd  r eg u l a r ly  r e v i e w ed  

  
2  The  c r i t e r i a  t o  app roach  a  new  cu s to mer  a r e  d e f i ned ;  

t h e  c r i t e r i a  a r e  d i s t i ng u i s he d  in  man d a t o r y  an d  
d es i r ab l e  t a r g e t s .  

  
 

3  
Marke t  r e s ea r ch  da t a  a r e  ava i l ab l e  t o  i den t i f y  
p o ten t i a l  n e w  b u s i n es s  o p p o r tu n i t i e s   
( cus t o me r / r eg io n / p r od u c t )   

  
4  T h e  acq u i s i t i o n  e f f o r t  i s  p l a n n ed ,  bu d g e t e d  an d  

co n t ro l l e d  
  

5  P o t en t i a l  n ew  cus t o mer s  a r e  s e l e c t ed  b as ed  o n  d e f in e d  
c r i t e r i a ’ s  i n  l i ne  w i th  bu s in es s  s t r a t e gy  and  ob jec t iv es  

  
6 T h e  po t e n t i a l  i mp ac t  o n  th e  o r gan iz a t io n  an d  ex i s t i ng  

cu s to mer s  a r e  co n s i de r ed  f o r  t h e  acq u i s i t i o n  
  

7 N ew  cu s t o mer s  a r e  a s s es s ed  o n  th e i r  r i s k  n o t  t o  
r ea l i z e  t h e  expec t ed  bus ines s  t a rge t .  Th i s  i s  b ased  on  
d e f i n e d  c r i t e r i a  

  
8 L i f e t i me  v a lu e  a nd  lon g  t e r m i mp a c t  o f  p o ten t i a l  n ew  

cu s to mer s  a r e  k no w n  an d  in  a cco rd an ce  w i th  b u s ine s s  
o b j e c t i v e s  

  
9 D ec i s io n  h i e r a r ch y  to  ap pr o a ch  an d  r e l ea s e  n ew  

cu s to mer  i s  d e f in e d  an d  ex ecu t ed  
  

10 A cq u i s i t i o n  s t r a t e gy  i s  r eg u la r ly  r ev i e w e d  b as ed  o n  
u pd a t e d  mar k e t  d a t a  and  ad o p ted  a c c o r d in g l y .  T he  
a c qu i s i t i on  s t r a t e gy  i s  r eg u l a r l y  a l i gn ed  w i t h  th e  
b us in es s  s t r a t eg y .  
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A P MA  f or  Bu s in es s  C rea t i o n  Pro ces s  
5 .6 . 2  P ro c es s  a r e a :  C u s tom er  b a s e  m a n ag em en t  

 
B u s in es s  g o a l :  
M a i n t a i n  a n d  i n c r e a s e  t h e  b us i n es s  v o l u me  w i t h  e x i s t i n g  
cus to me r  base .  The  cus to mer  ba se  i s  a c t i v e ly  man aged .  
 

E x p l an a t i on :  
 
T he  p r o a c t iv e  man a g e men t  o f  t he  ex i s t i ng  c us t o me r  po r t f o l io  i s  
o f  p a r a mo un t  i mp or t a n ce  t o  su s t a i n  in  t h e  b u s in es s  an d  to  r e ach  
th e  b us in es s  a mb i t io n s .  P roac t ive  me an s  to  h av e  a  f a c t  ba sed  
c l e a r  a n d  c o mpr eh en s i v e  r a t in g  o f  e a c h  cu s t o me r  a n d  t he  
e x p ec t e d  b u s i n es s  p o t en t i a l .  F o r  e ach  cus t o mer  a  s t r a t eg y  i s  
d e f in ed ,  c o m mu ni c a t e d  an d  r e gu l a r ly  r ev i ew ed .   
 
K ey  p e r f o rm an ce  in d i ca t o r s :  
K P I :   C u s t o me r  s a t i s f a c t i o n   

T a r g e t :  s a t i s f a c t i o n  l ev e l  
T a r g e t :  s a t i s f a c t i o n  meas u re me n t  a cco r d i n g  t i me  

s chedu l e  
Ta rg e t :  r e s u l t s  an d  i mp ro v e me n t  ac t i v i t i e s  a r e  

co mmu ni c a t ed  w i t h  th e  cu s t o mer  o n c e  a  y ea r  
K P I :   C u s to me r  b as e  ma n ag e me n t  

Ta rge t :  s t r a t egy  pe r  cu s tomer  d e f in ed  an d  r e v i ew ed  
Ta rge t :  Cu r r en t  C B/  P l anned  CB  

K P I :   p r oce s s  ma n a g ed  
T a r g e t :  p r o ce s s  r ev i ew  p e r f o r me d  o n c e  a  y e a r  

 
I n t er f ac e  t o  o th e r  p r oc es s  a r ea s :  
A cq u i s i t i on    D oes  t h e  acq u i s i t i o n  s t r a t eg y  r e s pe c t  t h e  

cus to me r  po r t fo l i o  man ag e men t?  
H R M             A r e  th e  d ed ic a t ed  e mp loy ees  s u f f i c i e n t l y  t r a in ed  

i n  CRM  p r oces s  a n d  t oo l s ?  
I nd u s t ry         does  t he  i n dus t r i a l  s t r a t egy  bu i l t  on  t he  expec t ed  

d e mand  r e s u l t i ng  f r o m th e  c u s t o mer  b as e  
man ag e men t?  

D ev e l op me n t  A r e  th e  r e q u i r ed  r e s ou r ces  f o r  p r o du c t  d es ig n  
ma i n t en an c e  av a i l a b l e  

 

I m p ro vem en t  p l ann in g :   
W ha t  i s  t h e  ro o t  caus e  t o  b e  o n  th i s  ma t u r i t y  l ev e l ?  
W ha t  a r e  t h e  co ns t r a in t s  t o  r each  on e  l ev e l  h i g h e r ?  
W ha t  a r e  t h e  b e n e f i t s  f o r  t h e  o r g an iz a t ion  to  b e  o n e  l ev e l  
h ig he r ?  
W ha t  con c r e t e  i mp r ov e me n t  me as u res  a r e  p l an n ed  t o  r e a ch  th e  
n ex t  l ev e l ?  
W ha t  con c r e t e  i mp r ov e me n t  me as u res  a r e  n eed ed  to  i mp r ov e  a  
g iv en  K P I ?  
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A P MA  f or  Bu s in es s  C rea t io n  Pro c e s s  
P ro c es s  a r e a :  C u s tom er  b a s e  m a n ag em en t   
 

Level  CRITERION 
 

0  
Th er e  a re  n o  s t r uc t u r a l  ac t iv i t i e s  i n  p l a ces  to  man age  
th e  cu s t o mer  b as e .  

  
 

1  
A  p r oces s  f o r  cus tomer  b ase  man ag e men t  i s  de f in ed ,  
d ocu me n t e d ,  p r oc e s s  o w ne r  i s  no min a ted ,  k ey  
p e r f o r ma nc e  ind ica to r s  a r e  s e l ec t ed  an d  th e  p r oces s  i s  
d ep l oy ed  a nd  r eg u l a r ly  r e v i e w ed  

  
2  Cr i t e r i a  t o  j u dg e  t h e  v a l u e  an d  th e  i mp ac t  o f  a  

cu s to mer  t o  t h e  en t e rp r i s e  b u s in es s  t a rg e t s  a r e  
d e f i n e d  

  
 

3  
C us to me r  s a t i s f a c t ion  me a s u r e me n t s  a r e  p e r f o r med  
r egu l a r l y ,  i mprovemen t  p l an s  ag r eed  an d  mon i t o r ed   

  
4  I mp ro v emen t  p l an s  an d  r e s u l t s  a r e  co mmu n i ca t ed  w i th  

th e  cu s t o mer   
  

5  T h e  cu s to me r s  ma r k e t  en v i r o n men t  a nd  b u s i ne s s  
a mb i t io ns  a r e  k no w n ,  a  sy s t e m t o  g e t  c h a ng e  
in fo r ma t i on  i s  i n  p l a ce   

  
6 Th e  bu s in es s  p l ans  o f  t he  cu s to mer  a r e  a l i gn ed  w i th  

o w n  gene r a t ed  b us in es s  f i g u re s   
  

7 Recu r r en t  mee t in gs  w i th  cus to mer  t o  a l i gn  th e  
s t r a t egy  a r e  ex ecu t ed  

  
8 T h e  en t e r p r i s e  h a s  a  co n t in g en cy  p l a n  f o r  t h e  k e y  

cu s to mer s  i n  c as e  o f  un ex pe c t ed  ev en t s .  
  

9 A  c u s t o me r  b as e  s t r a t eg y  i s  av a i l ab l e  r eg u l a r l y  
r ev i ew ed  and  t h e  b as i s  fo r  de c i s io n s  

  
10 O r g an iz a t io n  h as  a  p r o f ou nd  kn ow l ed g e  o f  t h e  mar k e t ,  

o f  cu s to mer  b eh av i o r  a nd  a mb i t io n s .  O r g an iz a t io n  i s  
i n  t h e  p o s i t i on  to  s e t  me as u r es  an t i c i pa t in g  cu s t o mer  
d e c i s i on s .   
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A P MA  f or  Bu s in es s  C rea t i o n  Pro ces s  
5 .6 . 3  P ro c es s  a r e a :  P ro du c t  p or t f o l io  m an a gemen t  

 

B u s in es s  g o a l :       
T he  p r o d u c t  p o r t f o l i o  co n t r ib u t e s  e f f i c i en t ly  to  t he  b u s i ne s s  
o b j ec t i v e s .  The  p r od uc t  p o r t f o l i o  h as  t o  b e  a l i g ned  w i th  t he  
c a p a b i l i t y  a n d  t h e  s t r a t e g y  o f  t h e  en t e r p r i s e .  
 

E x p l an a t i on :  
T he  p r o d u c t  s t r a t e gy  i s  d e r i ved  f r o m t he  b us in es s  s t r a t e gy  an d  
h as  an  i mpo r t an t  l e ve r a g e  o n  th e  i nd u s t r i a l  s t r a t eg y .  T he  p r o du c t  
s t r a t egy  shou ld  r e f l e c t  t he  c o r e  co mp e t en ces  and  p roces s  
knowledg e  o f  an  en t e rp r i s e .  The  p ro d uc t  l i f e  cy c l e ,  t h e  p r od uc t  
mi x  an d  t h e  p r od u c t  ev o l u t i o n  h as  t o  b e  c on s id e r ed  in  t h e  
d ev e lo p m en t  o f  t h e  s t r a t eg y  an d  th e  d e r i v ed  r o ad map .  
 

K ey  p e r f o rm an ce  in d i ca t o r s :  
K PI :   P r od u c t  po r t fo l io  man ag e men t  

Ta rg e t :  k ey  p r oduc t s  a r e  i d en t i f i ed  and  do cu men t ed  
T a r g e t :  e f f o r t  s pe n t / e f f o r t  p l an n e d  f o r  p r o du c t  

ma i n t en an c e  
T a r g e t :  P r od u c t  r o ad map  d e f in ed  a n d  r eg u l a r l y  r e v i ew e d               

K P I :   B u s in e s s  r e s u l t s  
T a r g e t :  f i n an c i a l  co n t r ibu t io n  p e r  p ro d uc t  i s  k no w n 
T a r g e t :  p r od uc t  l i f e  c y c l e  / p r od u c t  g r o up  

 
I n t er f ac e  t o  o th e r  p r oc es s  a r ea s :  
 
C u s t o me r  b as e   
man a g e men t   D o  w e  h av e  t he  r igh t  cu s to me r s  t o  

      s e l l  ou r  p ro duc t s?  
H R M             D o  w e  h av e  th e  r ig h t  p eo p l e  w i th  th e  r i g h t  
                      kn ow l ed g e  f o r  p r o d uc t  ma in t en an ce  an d  
                      ev o lu t io n ?  
D ev e l op me n t  D oes  t h e  d ev e l op me n t  s t r a t eg y  in c l ud e  p r od uc t  

      ma in t en an c e  a n d  p r o d uc t  e vo lu t i o n?  
P u rchas i n g     D oes  t h e  s u p p l i e r  an d  co mp on en t  r o ad map  t a ke s  
                      t he  d e mand  f o r  t h e  p r od u c t  po r t f o l io  i n t o  
                      co n s id e r a t i o n ?  
I m p ro vem en t  p l ann in g :  
 
W ha t  i s  t h e  ro o t  caus e  t o  b e  o n  th i s  ma t u r i t y  l ev e l ?  
W ha t  a r e  t h e  co ns t r a in t s  t o  r each  on e  l ev e l  h i g h e r ?  
W ha t  a r e  t h e  b e n e f i t s  f o r  t h e  o r g an iz a t ion  to  b e  o n e  l ev e l  
h ig he r ?  
W ha t  con c r e t e  i mp r ov e me n t  me as u res  a r e  p l an n ed  t o  r e a ch  th e  
n ex t  l ev e l ?  
W ha t  con c r e t e  i mp r ov e me n t  me as u res  a r e  n eed ed  to  i mp r ov e  a  
g iv en  K P I ?  
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A P MA  f or  Bu s in es s  C rea t i o n  Pro ces s  
P ro c es s  a r e a :  P ro du c t  p or t f o l io  m an a gemen t  
 

Level  CRITERION 
 

0  
T h er e  i s  n o  p r o du c t  p o r t f o l i o  ma n ag e men t  i n  p l a c e ,  n o  
l i mi t a t io n  a r e  d e f i n ed ,  on ly  r ea c t iv e  beh av io u r  on  
cu s t o me r  r eq u e s t s   

 
1  

A  p r oces s  f o r  p r odu c t  po r t f o l i o  man ag e men t  i s  
d e f i n e d ,  d oc u men t ed ,  p r o c e s s  o w n er  i s  no mi n a t ed ,  k e y  
p e r f o r ma nc e  ind ic a to r s  s e l e c t ed ,  t h e  p r oces s  i s  
d ep loy ed  and  r eg u l a r ly  r ev i ew ed ,  Th e  ou tp u t  i s  a  
p r o du c t  r oa d ma p  

2 T h e  p r o d u c t  l i f e  c y c l e  o f  t he  c u r r e n t  p o r t f o l i o  i s  
e s t i ma t e d  an d  d o cu me n t e d .  

3 T h e  co n t r ib u t io n  o f  t he  ea c h  p r o du c t / f a mi ly  to  t h e  
bus ines s  ob j ec t i v e s  a r e  kno w n    

4  P e r  p r o d uc t /p r o du c t  f a mi ly  th e r e  i s  d e f ined  p r o du c t  
d ev e lo p me n t  p l an  e x i s t i n g ;   

5 T h e  s co p e  o f  p r od u c t s  i s  d e f in ed ,  d e r iv ed  f r o m th e  
b u s in es s  an d  mar k e t in g  s t r a t eg y  

6 A  b en ch ma r k  p r o c e s s  i s  de f in ed ;  t h e  p r o d uc t  p o r t f o l io  
i s  r e gu l a r ly  ev a l ua t ed  ag a i n s t  ben c h ma r k  in f o r ma t io n  

7 T h e  in du s t r i a l  an d  pu r ch as in g  r o ad ma p  i s  c on s i de r e d  
by  th e  d e f in i t i o n  o f  t h e  p r o d u c t  s t r a t eg y   

8 
A  p r od uc t  po r t fo l i o  s t r a t eg y  ex i s t s  a nd  i s  r eg u l a r l y  
r ev i ew ed .  T h e  s t r a t eg y  i s  bu i l t  o n  p r o du c t  l i f e  cy c l e ,  
co n t r i bu t io n  p e r  p ro du c t ,  mar ke t  d ev e l op me n t .    

9 
T h e  p r o d u c t  s t r a t egy  i s  pa r t  o f  bu s in es s  r ev i e w  
me e t in g s  w i th  t h e  cus to me r ;  t h e  p a r t i cu l a r  p a r t  o f  t h e  
p r o du c t  r oa d ma p  i s  r ev i ew e d  w i th  t h e  cu s to mer    

10 
T h e  p r o d u c t  po r t f o l io  s t r a t eg y  i s  a l i g n ed  w i th  the  
b us in es s  s t r a t eg y  in  p a r t i cu l a r  w i th  c us to me r  b a se  
s t r a t egy  and  the  s t r a t egy  f o r  t he  a cqu i s i t i o n  o f  n ew  
cu s to me r s .  
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5.7  APMA for Qual i ty  Management  
5 .7 . 1  P ro c es s  a r e a :  F a i l u re  p r ev en t ion  

 

B u s in es s  g o a l :  
G a i n  an d  s u s t a in  c u s to me r  l o y a l ty .  Fa i lu r e  p r e ve n t i on  i s  l e s s  
exp en s iv e  th an  f a i lu r e  ab o l i s h men t .  Th e  d ev e l o p men t  e f f o r t  i s  on  
a  co mp e t i t i v e  l ev e l .  
 

E x p l an a t i on :  
T he  w i s e  s ay in g :  “D o  i t  r i g h t  t h e  f i r s t  t i me ”  i s  t he  b a c k g r o un d  
f o r  t h i s  s e t  u p .  T h e  o r g an iz a t io n  s ho u ld  h av e  a  s y s t e ma t i c  i n  
p l ac e  t o  t r an s l a t e  cu s to mer  s p ec i f i c a t i o n  in to  d es i gn  c r i t e r i a .  
D es i gn  g u ide l in es  a nd  d e f in ed  r ob u s t  p r oce s s e s  a r e  t h e  ba s i s  f o r  
a  r o b u s t  d es ig n .  E a r ly  s a mp le  t e s t  sh o u ld  h e l p  to  l i mi t  t h e  d e s ig n  
lo o ps .  T h e  o r g an iz a t io n  n e e ds  to  mas t e r  t h e  ap p r o p r i a t e  qu a l i t y  
t o o l s  co mmo n  us ed  in  t h e  au to mo t iv e  b us i nes s .   
 
K ey  p e r f o rm an ce  in d i ca t o r s :  
K P I :   D e s ign  s t an d a r d s  ma n a g ed   

T a r g e t :  N u mb er  o f  d es ig n  l o op s  d u e  t o  de s ign  f a i lu r e s   
T a r g e t :  N u mb er  o f  t e s t  l oo ps /  p l an n e d  t e s t  l o op s  
Ta rg e t :  N u mb er  o f  i d en t i f i ed  p r ob l ems  d u r in g  r e l ea s e  

t e s t i n g  
K P I :   K n ow l ed ge  o n  qu a l i t y  t o o l s  

Ta rge t :  execu t ed  t r a in ings / p l ann ed  t r a i n ings  
T a r g e t :  T r a in i ng  h o ur s /  “ q u a l i t y ”  e mp loy ee  

K P I :   p r oce s s  ma n a g ed  
T a r g e t :  p r o ce s s  r ev i ew  p e r f o r me d  o n c e  a  y e a r  

 
I n t er f ac e  t o  o th e r  p r oc es s  a r ea s :  
 
D ev e l op me n t  Does  t h e  eng inee r in g  co mmu n i ty  r egu l a r l y  

u p da t e s  t he i r  k no w led g e  o n  d es ig n  r u l e s .   
H R M             A re  t h e  o r g an iz a t io n  in  gen e r a l  an d  d ed ica t ed  

e mp loy ees  s p ec i f i ca l l y  t r a i ned  in  q u a l i t y  t oo l s ?  
I nd u s t ry         Ar e  ro b us t  p r o ces s es  de f i n ed  and  con s i d e r ed  in  

t he  i ndus t r i a l  s t r a t egy  
Q u a l i t y  ma n ag e men t  D o e s  t h e  q u a l i t y  man ag e me n t  h a s  a  c l o s e d  

l oo p  to  t h e  d ev e lo p me n t  
 

I m p ro vem en t  p l ann in g :  
W ha t  i s  t h e  ro o t  caus e  t o  b e  o n  th i s  ma t u r i t y  l ev e l ?  
W ha t  a r e  t h e  co ns t r a in t s  t o  r each  on e  l ev e l  h i g h e r ?  
W ha t  a r e  t h e  b e n e f i t s  f o r  t h e  o r g an iz a t ion  to  b e  o n e  l ev e l  
h ig he r ?  
W ha t  con c r e t e  i mp r ov e me n t  me as u res  a r e  p l an n ed  t o  r e a ch  th e  
n ex t  l ev e l ?  
W ha t  con c r e t e  i mp r ov e me n t  me as u res  a r e  n eed ed  to  i mp r ov e  a  
g iv en  K P I ?  
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A P MA  f or  Qu a l i ty  Ma n a g e m en t  
P ro c es s  a r e a :  F a i l u re  p r ev en t ion   
 

Level  CRITERION 
 

0  
F a i l u r e  p r ev en t io n  i s  no t  b a s ed  on  a  s t ru c tu r a l  
p r o ces s ;  d es ig n  qu a l i t y  i s  ma i n l y  dep en d en t  o n  th e  
ma t u r i ty  o f  eng in ee r s .  

 
1  

A  p r oces s  f o r  f a i l u r e  p r ev en t io n  i s  de f i ned ,  
d ocu me n t e d ,  p r oc e s s  o w ne r  i s  no min a ted ,  k ey  
p e r f o r ma nc e  ind ica to r s  a r e  s e l ec t ed  an d  th e  p r oces s  
i s  dep lo y ed  an d  r e g u la r l y  r ev i e w ed .  

2 P r o je c t  man ag e me n t  d e t e r mi n es  up f r o n t  i n  a  p r o j e c t  
t h e  ap p l i c ab l e  me t ho ds  to  c r ea t e  a  ro bu s t  de s i gn .  

 
3  

T h e  f o l lo w in g  me t ho d s  a r e  kn o w n  in  th e  
o r g an i za t io n  an d  r e gu l a r ly  a pp l i ed :  D F M A ,  D M U ,  
D o E ,  F ME A ,  F T A ,  P r o du c ib i l i t y  s tu d y ,  P o ke  Y o ke ,  
Q F D ,  R eg r es s io n s  an a l y s i s ,  S P C ,  S WO T,  
TRIZ ,A NO VA 

4  En g ine e r s  i n  d ev e lo p men t ,  t e s t i n g  an d  qu a l i t y  
d ep a r t me n t  a r e  r eg u l a r l y  t r a in ed  o n  q ua l i t y  t o o l s .  

5 T h e  o r g a n i z a t i on  h as  a  s y s t e m i n  p l a c e  to  r e t r i ev e  
k no w n  p ro b le ms  an d  so lu t i on s  i n  o r de r  t o  av o id  
r ecu r r en ce .  

6 Th e  o r ga n iza t i on  h as  a  c ro s s  f u nc t io na l ,  s t ru c tu r ed  
p roces s  i n  p l ace  t o  co mmu nica t e  qu a l i t y  p rob l e ms  
an d  so lu t ion s .  

7 Th e  o r g an i za t i on  f o l lo w s  a  sy s t e ma t i c  t o  t r an s l a t e  
cu s to me r  r eq u i r e m en t s  i n t o  d e s i g n  s p e c i f i c a t i o n .  
R eq u i r e men t s  en g i n e e r ing  i s  o n e  o f  t h e  k e y  ac t iv i t i e s  
i n  t h e  p r o j e c t .  

8 Th e  o r g an i za t i on  con s id e r s  H a l t  and  H ass  t e s t i ng  to  
i mpr ov e  des ign  qu a l i t y  an d  to  r ed u ce  dev e lop men t  
e f f o r t .  T h e  bo u nd ar i e s  o f  t h e  d es ig n  a r e  k n ow n  a nd  
d ocu me n t e d .  

9 T h e  o r g a n i z a t i on  h as  a  s y s t e m i n  p l a c e  to  g a i n  s ou nd  
u nd er s t an d i ng  o f  t h e  p r o du c t  f u n c t io n ,  op e r a t io n  
en v i r o n men t ,  b o r d e r l in e  c o n d i t i o ns  an d  f u n c t io n  f o r  
u se .   

10 A l l  d ev e l o ped  p r od u c t s  p a s s  t h e  d es i gn  v e r i f i c a t ion  
an d  p r o du c t  v a l i d a t ion  w i t h ou t  s ub s eq u en t  
i mp r o v e m en t .  D es i g n  co s t s  a r e  o n  a  c o mpe t i t i v e  
l ev e l .  
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A P MA  f or  Qu a l i ty  Ma n a g e m en t  
5 .7 . 2  P ro c es s  a r e a :  P ro d u c t  re l e as e  

 
B u s in es s  g o a l :  
P r od uc t s  w i th  ze ro  d e f ec t s  a r e  de l iv e r ed  to  enh an ce  cu s t o mer  
lo y a l ty .  Th e  co s t  f o r  no n  co n fo r mi t y  i s  a s  l o w  as  p l an ned .  
 

E x p l an a t i on :  
T he  p r o d u c t  r e l e a s e  p r oc e s s  i s  c a r e f u l ly  p l an ned  an d  
docu men t ed .  Th e  t e s t  spec i f i c a t i on  cons i de r s  cu s to mer  
r eq u i r e m en t s ,  ex p e r i e nc e  o f  p r e v io u s  p r o j e c t s  a nd  r e s u l t s  o f  
f a i l u r e  an a ly s i s .  The  t e s t  spec i f i c a t ion  i s  ag r eed  w i th  t h e  
c us to me r .  T h e  o r g a n iz a t ion  ke e ps  th e  k n ow le d g e  on  t e s t  
t e ch no lo g i es  u p  to  d a t e .  N e w  p r od u c t s / f u nc t io n a l i t i e s ,  new  
c o mp o n e n t s  an d  n e w  t e ch n o lo g i es  r eq u i r e s  s pe c i a l  a t t en t io n .  
 
K ey  p e r f o rm an ce  in d i ca t o r s :  
 

K P I :   P ro d u c t  q u a l i ty   
T a r g e t :  n u mb er  o f  r ep o r t e d  f a i lu r e s  p o t en t i a l l y  

d e t e c t a b l e  d u r in g  r e l ea s e   
Ta rg e t :  n u mb er  o f  r e l ea s e  l o op s  nee ded  p e r  p r od u c t  
Ta rg e t :  t e s t  e f f o r t  co n su me d /  t e s t  e f f o r t  p l a n n ed  

K P I :   C u s t om er  a p p ro va l   
Targ e t :  PP AP  acc ep t an ce  r a t e  by  cus to mer    
Ta rg e t :  PP AP  de l iv e r y  t i me /p l an ned  t i me  
Ta rg e t :  r e l e a s e s  w i th  con d i t i o ns /  t o t a l  n u mb er  o f  r e l e a s e s  

K P I :   P ro ces s  m a n a g em en t  
T a r g e t :  P r o c es s  r ev i ew  p e r f or me d  acco rd ing  s chedu l e   

 
I n t er f ac e  t o  o th e r  p r oc es s  a r ea s :  
D ev e l op me n t  D oe s  d ev e l o p men t  c o n s i s t en t l y  r e s p ec t  t h e  d e s ig n  

g u ide  l i n e s ?   
H R M             A r e  th e  d ed ic a t ed  e mp loy ees  r eg u l a r  t r a in ed  o n  

P P A P ,  s p e c i f i c  c u s to me r  r eq u i r e me n t s  and  
t e s t i n g  t e c hn o log i e s ?  

I nd u s t ry         I s  t he  in d u s t ry  t i me l y  i nv o lve d  in  t h e  
p r od uc t /p ro ces s  d e s ign ?   

 
I m p ro vem en t  p l ann in g :  
W ha t  i s  t h e  ro o t  caus e  t o  b e  o n  th i s  ma t u r i t y  l ev e l ?  
W ha t  a r e  t h e  co ns t r a in t s  t o  r each  on e  l ev e l  h i g h e r ?  
W ha t  a r e  t h e  b e n e f i t s  f o r  t h e  o r g an iz a t ion  to  b e  o n e  l ev e l  
h ig he r ?  
W ha t  con c r e t e  i mp r ov e me n t  me as u res  a r e  p l an n ed  t o  r e a ch  th e  
n ex t  l ev e l ?  
W ha t  con c r e t e  i mp r ov e me n t  me as u res  a r e  n eed ed  to  i mp r ov e  a  
g iv en  K P I ?  
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A P MA  f or  Bu s in es s  C rea t i o n  Pro ces s  
P ro c es s  a r e a :  P ro d u c t  re l e as e  
 

Level  CRITERION 
 

0  
R e le a s e  t e s t i n g  i s  no t  p l an n ed ;  t e s t  me t ho d s  a r e  
s e l e c t ed  by  chance .  

 
1  

A  p r oces s  f o r  cus tomer  b ase  man ag e men t  i s  de f in ed ,  
d ocu me n t e d ,  p r oc e s s  o w ne r  i s  no min a ted ,  k ey  
p e r f o r ma nc e  ind ica to r s  a r e  s e l ec t ed  an d  th e  p r oces s  i s  
d ep l oy ed  a nd  r eg u l a r ly  r e v i e w ed  

  
2  Th e  t e s t  s pe c i f i c a t i o n  i s  co m mu ni c a t ed  an d  ag reed  

w i th  t h e  cus to me r .  
  

3  Th e  t e s t  me t ho d s  a r e  r egu l a r ly  r ev i ew ed  on  t h e  
c a p ab i l i t y  f o r  t h e  r eq u i r ed  t e s t  app l i c a t i o n .  

  
4  Rep ro du c ib i l i t y  o f  t e s t  ex ecu t i on  and  r e s u l t s  h a s  t o  b e  

r ea l i z ed .  Wh en ev e r  p os s ib l e  t e s t  ex ecu t i on  h as  t o  b e  
au to ma t ed  an d  d ocu men t ed   

  
5  A re  d e t e c t ed  p r ob l e ms  d u r in g  r e l ea s e  p r oces s  

s u f f i c i en t ly  an a ly zed ,  t h e  ro o t  c au s e  d e t e c t ed ,  
ap p r o p r i a t e  s y s t e ma t i c  me a s u r es  i mp l e me n ted  a nd  
co mmu n i ca t ed .  

  
6 P P A P  d o c u men t s  a r e  co mp l e t e  a n d  d e l i v e r ed  i n  t i me .  

Th e  cu s to mer  can  ap pr ov e  th e  ma j o r i t y  o f  p ro du c t s  
r i gh t  aw a y .

  
7 T h e  o r g a n i z a t i on  h as  a  s y s t e m i n  p l a c e  to  mo d i f y  th e  

t e s t  p ro ce s s  an d  s pe c i f i ca t i o n  bas ed  o n  th e  exp e r i en ce  
ga in ed  t h rough  f a i lu r e  an a ly s i s  and  cus to mer  f eedback

  
8 Th e  o r g an i za t i on  r eg u l a r ly  r ev i ew  th e  t e s t  me t h od s  

an d  i nves t i g a t e  t h e  s t a t e  o f  t he  a r t  t e chno log i e s  
  

9 T h e  o r g a n i z a t i on  p e r f o r ms  t e s t s  bey o nd  t he  a g r eed  
t e s t  s p e c i f i c a t io n  t o  g a i n  kn o w led g e  o n  th e  d e s i gn  
b ou nd ar i e s  o f  t h e  p r o d uc t .  T h e  r e s u l t s  a r e  u s e d  f o r  
f u r th e r  d es ig n  i mp r ov e me n t  t o  i n c r e a s e  t h e  r o b us t ne s s  

  
10 T h e  d e l iv e r ed  q u a l i t y  a s  p e r c e iv ed  b y  th e  cu s to me r  i s  

r a t ed  a s  o u t s t an d i n g  a nd  o n e  o f  t h e  k e y  c r i t e r i a  t o  be  
c l a s s i f i ed  a s  f i r s t  ch o i ce  s up p l i e r     
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A P MA  f or  Qu a l i ty  Ma n a g e m en t  
5 .7 . 3  P ro c es s  a r e a :  F a i l u re  Ma n ag em en t  

 
B u s in es s  g o a l :  
P r o f es s io na l  co mp l a in t s  man ag e men t  i n c re as e  cu s t o mer  l oy a l ty .   
N o n  co nf o r man ce  cos t  s h ou ld  b e  a s  l ow  as  po s s ib l e .  
 

E x p l an a t i on :  
A l tho u gh  ze ro  de f ec t  i s  t h e  u l t i ma te  go a l ,  f a i l u r e  happ en s .  
P r o f es s io na l  co mp l a in t s  man ag e men t  i s  t he  co n d i t i o n  to  s o lve  
i s s u es  an d  to  l i mi t  t h e  po t en t i a l  e f f ec t  i n  t h e  mark e t  t o  a  
mi n i mu m .  T h e  ap p l i c ab l e  t o o l s  an d  me tho d s  f o r  c o mpl a i n t s  
h an d l ing  and  f a i lu r e  an a ly ze  a r e  kn o w n ,  p eo p l e  i nv o l v e d  a r e  
t r a i n ed .  A ccur a t e  r eco r ds  and  co ns i s t en t  f o l l o w  up  a re  p a r t  o f  t h e  
p r o ce s s  d e f i n i t i o n .  A  c lo s ed  f eed b ack  l oo p  to  d es ig n  an d  t e s t i n g  
d ep a r t me n t  i s  e s t a b l i s h ed .  
 
K ey  p e r f o rm an ce  in d i ca t o r s :  
 
K PI :   F a i lu r e  Ma n ag e m en t   

T a r g e t :  t h r o u g h p u t  t i me  p e r  co mp l a in t  
Ta rge t :  co mp l i an c e  w i th  t a rge t  t i me  pe r  8D  sec t i on  
T a r g e t :  t o t a l  cos t  o f  n o n  co mp l i a n c e  
T a r g e t :          t o t a l  co s t  o f  n on  co mp l i an c e /  s a l e s   

K PI :   K n owl e d ge  m an a gemen t  
Targ e t :  n u mb er  o f  f a i l u r e  r ecu r r en ce  
T a r g e t :  n u mb er  o f  qu a l i t y  me e t in g s /  p l an n ed  q ua l i t y  

me e t i n g s  
K P I :   P ro ces s  m a n a g em en t  

T a r g e t :  p r o ce s s  r ev i ew  p e r f o r me d  o n c e  a  y e a r  
I n t er f ac e  t o  o th e r  p r oc es s  a r ea s :  
P u rchas i n g     D oes  t h e  s u p p l i e r  r a t i n g  t ak e  i n t o  co ns i d e r a t i on  

c o mpo n e n t  q ua l i t y  a nd  c o mpla in t  s u pp o r t  
H R M             A re  d ed i ca t ed  e mp lo y ees  su f f i c i en t ly  t r a in ed  in  

c o mp l a in t s  t o o l s  a nd  b eh av i o u r ?  
I nd u s t ry         Do es  th e  i n d us t ry  t r ea t  f a i l u r e  man ag emen t  a s  a  

co r e  co mpe ten ce  s t a f f ed  acco rd ing ly ?   
D ev e l op me n t ,  T es t in g  
Q u a l i t y          I s  t h e r e  a  s y s t e ma t i c  f e edb a c k  p r o c es s  i n  p l a c e?   
 
I m p ro vem en t  p l ann in g :  
W ha t  i s  t h e  ro o t  caus e  t o  b e  o n  th i s  ma t u r i t y  l ev e l ?  
W ha t  a r e  t h e  co ns t r a in t s  t o  r each  on e  l ev e l  h i g h e r ?  
W ha t  a r e  t h e  b e n e f i t s  f o r  t h e  o r g an iz a t ion  to  b e  o n e  l ev e l  
h ig he r ?  
W ha t  con c r e t e  i mp r ov e me n t  me as u res  a r e  p l an n ed  t o  r e a ch  th e  
n ex t  l ev e l ?  
W ha t  con c r e t e  i mp r ov e me n t  me as u res  a r e  n eed ed  to  i mp r ov e  a  
g iv en  K P I ?  
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A P MA  f or  Qu a l i ty  Ma n a g e m en t  
P ro c es s  a r e a :  F a i l u re  Ma n ag em en t   
 

Level  CRITERION 
 

0  
Fa i lu r e  man age me n t  i s  no t  i n  p l ace ,  co mp la in t s  a r e  
h and led  ad  h oc ,  p r o b l e m so lv in g  n o t  mo n i to red  

 
1  

A  p r oces s  f o r  f a i l u r e  ma nag e men t  i s  d e f i n e d ,  
d ocu me n t e d ,  p r oc e s s  o w ne r  i s  no min a ted ,  k ey  
p e r f o r ma nc e  ind ica to r s  a r e  s e l ec t ed  an d  th e  p r oces s  i s  
d ep l oy ed  a nd  r eg u l a r ly  r e v i e w ed  

2 
Th e  o r g an iza t i on  h as  a  sy s t e m in  p l ace  t o  r e c o r d  an d  
to  f o l lo w  u p  q ua l i t y  c o mp l a i n t s .  D ed i c a t ed  e mpl oy ees  
an d  ma nage men t  h av e  acce s s  t o  t h i s  sy s t e m.  T he  
sy s t e m w ar ns  i f  t a rg e t  d a t e s  a r e  c lo s e d  to  ex ce ed .   

 
3  

8 D  me th o d o l og y  and  an a ly s i s  p r oces s  i s  k no w n .   
R eg u la r  t r a in in g  i s  p e r f o r me d ,  me t ho ds  a r e  
co n t in uo us ly  i mp r o v ed .  

4  

O r g an iz a t io n  h as  s u f f i c i en t ,  q ua l i f i ed  e mp l oy ees  to  b e  
p r ep a r ed  f o r  co mpl a in t  h and l in g  E mp l oy ees  
p e r f o r mi ng  p r od uc t  an a ly se  a r e  t r a i n ed  o n  s p e c i f i c  
p r o du c t  a n d  ap p l i c a t io n  kn o w h ow  

5 Cus to me r  r ece iv es  f r eq uen t l y  an d  r egu la r  up d a t e  on  
th e  p r og r es s  o f  t h e  co mp l a in t s  ex e cu t i o n .  

6 Th er e  i s  a  s y s t e m in  p l ace  t o  f eed b a ck  th e  r e s u l t s  o f  
f a i l u r e  an a l y s i s  fo r  F M EA /FTA  i mp ro ve men t .   

7 
F or  each  cu s t o mer / p r od u c t  co mb in a t i o n  th e r e  i s  a  
q ua l i t y  r ep o r t in g  i n  p l a c e .  T he  q u a l i t y  d a t a  a r e  
a l i gn ed  w i th  cu s to mer  v i ew .  

8 
Reg u la r  mee t in gs  a r e  s ched u led  w i th  cu s to mer  t o  
r ev i ew  t h e  co mp la i n t s  ma nag e men t  a nd  t o  dev e lop  
i mpr ov e m en t  p l an s .  

9 
C u s t o me r  s a t i s f a c t io n  me a s u r e me n t  i n c lu d e s  e x p l i c i t  
i n qu i r y  on  th e  cus t o mer  ap p r a i s a l  o n  th e  p e r f o r ma n ce  
o f  t h i s  p r o c e s s .  

10 

T h e  es t ab l i sh ed  p r oc e s s  f o r  f a i l u r e  man ag e men t  
r e s u l t s  i n  s t r o n g  c o n v ic t io n  o f  t h e  cu s to mer .  A l l  
l ev e l s  o f  t h e  o r g a n iz a t io n  p ay  h ig he s t  a t t en t io n  to  
f a i lu r e  man age men t .  T he  o r g an i z a t io n  c an  
co ns i s t en t ly  p ro v e  the i r  s e l f  l ea r n ing  a t t i t ud e .   
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A P MA  f or  Qu a l i ty  Ma n a g e m en t  
5 .7 . 4  P ro c es s  a r e a :  C o nt i nu ou s  Im p ro v emen t  

 

B u s in es s  g o a l :  
C o mp e t i t i v e  co s t  s t r u c t u r e  a n d  q u a l i t y  en h a n c e  c u s to me r  lo y a l ty .  
C on t i nu ou s  l e a r n i ng  b e c o mes  a n  a s s e t  o f  t h e  o r g an i za t io n .  
 

E x p l an a t i on :  
F a i lu r es  a r e  an  o p p or tu n i ty  t o  l e a r n  an d  to  i mp r o ve  p r o c e s s e s ,  
d es ig n ,  t e ch n o lo g i e s  o r  c o mp o ne n t s .  E f f ec t iv e  f a i l u r e  r e med y  
s h ou ld  h av e  th e  h i g hes t  p r i o r i t y  w h i l e  f a i l u r e  p r ev en t i o n  i s  t h e  
u l t i ma te  g oa l  o f  t h e  o rg an iza t ion .   I mpr ov e men t  a c t i v i t i e s  sh ou ld  
r e su l t  i n  co mp r ehe ns iv e ,  su s t a inab l e  me asu r e s  an d  b e  a  d o min an t  
c h a r a c t e r i s t i c  o f  t h e  o r gan i z a t io n  a t t i t u d e .  A  p r o f es s io na l ,  
l e a r n in g  o r g an i za t io n  c an  b e  me a s u r ed  b y  th e  r e cu r r en c e  r a t e .  
 

K ey  p e r f o rm an ce  in d i ca t o r s :  
 
K P I :   C o n t i nu ou s  i mp r o ve me n t    

Ta rg e t :  r ec u r r e n c e  r a t e / to t a l  f a i l u r e  r a t e   
T a r g e t :  e x e cu t ed  C I P  mee t in gs /p l an n ed  me e t i n g s  
Ta rge t :   

K P I :   K n ow l ed ge  s h a r i n g  
Ta rge t :  Acces s  coun t e r  t o  a  sy s t e m 
T a r g e t :  N u mb er  o f  p eo p l e  p a r t i c i p a t in g  in  k n o w led g e  

s h a r in g  mee t in gs /  p l an n ed   
K PI :   Co n t inu ou s  p r oces s  i mpr o ve men t  

T a r g e t :  P r o c es s  r ev i ew  a c c o r d i n g  p l a n   
I n t er f ac e  t o  o th e r  p r oc es s  a r ea s :  
A l l  a r ea s     Does  each  un i t  h ave  a  t r an s pa ren t ,  d ep loy ed  and  

v i s i b l e  improv e men t  p l an  i n  p l ace?  
H R M             A r e  th e  d ed ic a t ed  e mp loy ees  s u f f i c i e n t l y  t r a in ed  

i n  p r o b le m s o lv in g  me tho d o lo g i es  an d  to o l s ?  
P r o j ec t   
Manag e men t   D o e s  th e  p r o j e c t  ma n a g e men t  p r oce s s  r eq u i r e  t h e  

r ea l i z a t i o n  o f  ex i s t i ng  “ l e s sons  l e a rn ed ”?  
P r oc es s   
Manag e men t  D o e s  t h e  p r o c e s s  man ag er  ( t e a m)  r egu l a r l y  r ev i e w  

 t h e  “ l e a r n in g ’ s ”  t o  i d en t i f y  p o ten t i a l  p r o ces s  
i mp r o ve men t s .  

I m p ro vem en t  p l ann in g :  
W ha t  i s  t h e  ro o t  caus e  t o  b e  o n  th i s  ma t u r i t y  l ev e l ?  
W ha t  a r e  t h e  co ns t r a in t s  t o  r each  on e  l ev e l  h i g h e r ?  
W ha t  a r e  t h e  b e n e f i t s  f o r  t h e  o r g an iz a t ion  to  b e  o n e  l ev e l  
h ig he r ?  
W ha t  con c r e t e  i mp r ov e me n t  me as u res  a r e  p l an n ed  t o  r e a ch  th e  
n ex t  l ev e l ?  
W ha t  con c r e t e  i mp r ov e me n t  me as u res  a r e  n eed ed  to  i mp r ov e  a  
g iv en  K P I ?   
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A P MA  f or  Qu a l i ty  Ma n a g e m en t  
P ro c es s  a r e a :  C o nt i nu ou s  imp r ov em en t  
 

Level  CRITERION 
 

0  
E n t e r p r i s e  d o e s n ’ t  h av e  p r o c es s es  i n  p l a c e  t o  s t e e r  a  
s t r uc tu r ed  i mp ro v e men t  p r oc es s .  Recu r r en ce  o f  
f a i l u r e s  o r  p ro b l e ms  e f f ec t  c us to me r  r e l a t i on s h i p .   

 

1  
A  p r oces s  f o r  con t i nu ou s  i mp r o ve me n t  i s  d e f in ed ,  
d ocu me n t e d ,  p r oc e s s  o w ne r  i s  no min a ted ,  k ey  
p e r f o r ma nc e  ind ica to r s  a r e  s e l ec t ed  an d  th e  p r oces s  i s  
d ep l oy ed  a nd  r eg u l a r ly  r e v i e w ed  

 

2  
R o o t  cau s e  a n d  i mp ro v e me n t  me a s u r es  a r e  r e co r d ed  i n  
an  a pp r o p r i a t e  s y s t e m.  T h e  o r g an i za t io n  ha s  a c ces s  t o  
t h i s  sy s t em  

 

3  
Te chn iq u es  f o r  f a i l u r e  an a l y s i s  and  p r ob le m s o lv in g  
a r e  kn o w n ,  ap p l i e d  a nd  r eg u la r  t r a i n e d .  ( D e mi ng  c y c l e  
P D CA,  S ix  S ig ma ,  I s h ikaw a ,  5  W hy . . . . . . )  

 

4  C lo s i ng  o f  i mpr o ve me n t  a c t i v i t i e s  c an  o n l y  be  d on e  
a f t e r  t h e  e f f ec t i v e n es s  o f  a  m e a s u r e  i s  v e r i f i e d  

 

5  
K n ow ledg e  o f  r o o t  caus e  an d  i mpr o v e men t  me asu re  i s  
ma d e  av a i l ab l e  t o  a l l  e mp l o y ees .  A  s y s t e m i s  i n  p l a c e  
t o  a cces s  t h i s  i n f o r ma t io n  e f f ec t iv e ly  

 

6 
N ew  pr o jec t s  a r e  o b l ig ed  t o  a cc es s  t h e  “  Les s o ns  
l e a r n ed ”  in f o r ma t i o n  p r i o r  t o  s t a r t  t h e  d ev e lo p me n t  
p has e   

 

7 T h e  o r g a n i z a t i on  c an  p r o o f  t ha t  CI P  a c t iv i t i e s  a r e  
co mmun ica t ed  t o  t he  conce r ned  cu s tomer  

 

8 
B es ide  t he  i n fo r ma t ion  acce s s  v i a  a  sy s t e m the  
o r g an i za t io n  pe r f o r ms  r e gu l a r  me e t i n g  w i th  r e l ev an t  
e mp lo y ees  t o  d i s t r i bu te  t h e  ga in ed  ex pe r i enc e  

 

9 The  o rgan i za t i on  has  an  i n fo r ma t ion  s t r uc tu r e  i n  p l ace  
to  s h a r e  “  l e s s on s  l e a r ned ”  a c t iv e ly  c r o s s  o r g an iz a t io n

 

10 
Con t in u ou s  i mpr o ve men t  i s  r eco gn iz ed  a s  a  p r oa c t iv e  
p roces s  and  a s  an  e s sen t i a l  e l e men t  o f  t he  co mpany  
id en t i t y .  O u t s t an d i ng  pe r f o r man ce  in  CI P  i s  p ro mo t ed  
an d  ce l eb ra t ed  i n  t he  o rgan i za t i on .  



 
p a g e  8 9  o f  1 0 2  

 
 

6  CONCLUSION 
 
T h i s  pa r t  o f  t h e  co n c l us io n  i s  s t ru c t u r ed  ac co rd in g  th e  r e s e a rch  
q ue s t io ns  de f in ed  i n  1 . 3  
 
D o es  th e  QMS  co n tr ib u te  to  s a t i s f y  cu s t om er  req u i rem en t s ?  
 
Y es ,  a s  men t io n ed  in  t h e  co n c l us io n  o n  th e  S Q R  an  e s t a b l i s hed  
a nd  c e r t i f i ed  q u a l i t y  man ag e men t  s y s te m l ik e  T S  1 69 4 9  i s  a  
p r e r e qu i s i t e  t o  s us t a in  in  t h e  au to mo t iv e  s up p l y  bu s in es s .  
 
T o wh ich  ex ten t  doe s  t h e  Q MS  con t r ib u t e  to  s a t i s fy  c u s tome r  
r e q u irem en t s ?  
 
T he  Q M S  a s  d e f in e d  by  th e  T S  1 69 4 9  i s  t h e  f r a me w o r k  f o r  a  
sy s t e m in c lu d ing  p r oces s  d e f in i t i o n .  A l th ou gh  min i mu m 
s t and a r ds  hav e  t o  be  e s t ab l i s hed  a s  d e f in ed  i n  t he  n o r m,  t h i s  
f r a mew o r k  a l lo w s  a n  a mp le  s co p e  o f  i mp le me n ta t io n .  H o w  f a r  
c us to me r  r eq u i r e men t s  a r e  c ov e r ed  in de ed  i s  d e p e nd in g  on  the  
s co p e  o f  i mp l e men ta t io n  in  t h e  ex i s t i n g  Q MS .   
   
D o es  th e  PMS co n tr ib u te  a nd  t o  s a t i s f y  cu s tom er  
r e q u irem en t s ?  
 
Y es ,  a  P M S  as  des c r ib ed  i n  3 . 2  d e f i ne s  t h e  in t e r r e l a t ed  an d  
in t e r a c t in g  o f  p r o c es s es .  P r o c es s es  a r e  d e f in e d  to  t r an s fo r ms  
in p u t  t o  o u tp u t s .  T he  e f f i c i e ncy  o f  t h i s  t r an s f o r ma t io n  e f f e c t s  i n  
a  d i r ec t  o r  i nd i r ec t  w ay  cus t o mer  s a t i s f ac t io n .  F o r  cu s to mer  
a ud i t s  t h e  P MS  ma y  b e  u se d  a s  r e f e r en c e .   
 
T o wh ich  ex ten t  do  th e  PM S  c on t r ibu t e  t o  s a t i s fy  c us to me r  
r e q u irem en t s ?  
 
T he  P M S  d e f in es  t he  w ay  o f  w o r k in g  an d  r eq u i r e s  pe r f o r man c e  
in d i ca t o r s .  Th es e  i n d ic a to r s  a r e  t o  a  c e r t a i n  ex t en t  d e r i v ed  f ro m 
c us to me r  r eq u i r e men t s ;  o t h e r s  a r e  r e l a t ed  t o  c o mp l e me n ta r y  
e n t e r p r i s e  p e r f o r man ce  t a r g e t s .  C us t o me r  r e q u i r e me n t s  no t  
a s s o c i a t e d  w i th  d e f i ned  p r o c es s es  ma y  n o t  h av e  th e  r ig h t  
a t t en t io n .   
 
D o es  th e  QMS  s t ru c t ura l ly  s t i mu l a te  a  co n t inu o us  p roces s  
im p ro v e men t  p ro c es s ?   
 
C on t i nu ou s  i mp r o ve me n t  i s  a n c ho r e d  in  t h e  s y s t e ms  ho w ev er  t h e  
s co p e  o f  i mpr o ve m en t  i s  r e l a t ed  t o  o r gan i s a t i o n ,  man uf ac tu r in g  
p r o ce s s e s  an d  q u a l i t y  man ag e me n t  sy s t e ms .  A l t ho ug h  th i s  
i mp l i e s  i nd i r e c t  i mpr o v e men t  o f  p r o c es s  i t  i s  no t  ex p l i c i t  
a dd r e s s e d .  
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I S O  1 55 04  ha s  a  c l e a r  s co p e  o f  p r o ce s s  i mpr ov e me n t  b u t  ma in ly  
l i mi t ed  to  s o f t w ar e  p r o ce s s e s .   
 
D o es  th e  PMS s t ru c t ura l ly  s t i mu l a t e  a  co n t inu ou s  p roces s  
im p ro v e men t  p ro c es s ?   
 
Y es ,  t he  P MS  inc l u de s  p e r f o r man c e  me a s u r e men t  w i th  t he  a i m t o  
i mpr o ve  t h e  ou t co me  an d  th e  e f f ec t iv en es s  o f  p ro ce s s e s .   
 
T o  ov e r co me  th e  w eak n es s e s  o f  ex i s t i n g  s y s t ems  in  r e s p ec t  t o  
p r o ce s s  i mp r o v e men t  a n d  t h e  ab i l i t y  t o  s a t i s f y  c u s t o me r  
r eq u i r e m en t s  i n  a  b r oade r  s ense  t h e  A u to mot i ve  Bus in e s s  
M a nag e m en t  M o d e l  w a s  d ev e lo p e d  b y  th i s  M as t e r  T h es i s .  T he  
me t h od o l ogy  o f  A P MA  c o mb in es  th e  sy s t e ma t i c  o f  d i f f e r en t  
mo d e l s  r e su l t i ng  in  an  au t o mo t i v e  s pe c i f i c  a s s e s s men t  t o o l .  
 
Out look  and  re commend at ion  
 
I n  t h e  s cop e  o f  t h i s  M as t e r  Th es i s  t h e  A P M M  co u l d  no t  be  
c o mp l e t e d  f o r  a l l  r e l ev an t  p r oces s  a r ea s  t o  f i n i s h  a  
c o mp r eh e ns i ve  a s s es s men t  t o o l .  T h e  au tho r  r e co mmend s  a pp ly in g  
th i s  s y s t em to  co l l e c t  p r ac t i c a l  e xp e r i en c e  b e f o r e  q ue s t io nn a i r e s  
f o r  f u r t he r  p r oces s  a r e a s  a r e  dev e lop e d .  
 
C lo s in g  s t a t em en t  
 
A ny  k ind  o f  man age men t  s y s t e ms  c a n  o n l y  gu id e  and  s up po r t  a n  
o r g an i za t io n  to  s t r i v e  f o r  b us in es s  e xc e l l en c e .  T h e  i mp or t a n t  
a s s e t s  o f  an  en t e rp r i s e  a r e  t he  e mp lo y ees  an d  th e i r  a t t i t u d e  t o  a c t  
a s  en t r ep ren eu r s  i n  e ach  d i s c i p l i n e .    
 
T he  ex ecu t i v es  o f  an  en t e r p r i s e  a r e  r e s po ns i b l e  t o  c r ea t e  a  
co mp an y  cu l tu r e  w h er e :  

t h e  b us in es s  t a r ge t s  a r e  c l e a r ly  co mmu n ica t ed   
e v e ry o n e  i s  a w ar e  o f  h e r / h i s  q ua l i t y  r e s p on s ib i l i t y   
p e r s o n a l  f a i l u r e s  a r e  t r e a t e d  in  a  r e s p e c t f u l  ma nn e r  
a dh e r en c e  to  co mmi t me n t s  i s  t ak en  f o r  g r an t e d    

a nd  t h e  e mp lo y e es  c an  b e  p r o ud  t o  be  p a r t  o f  t h i s  en t e r p r i s e .   
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Quality Targets 

Brose requires a “zero error 
target“ from its suppliers. In 
order to pursue this zero error 
target, a direct quality advance 
plan, implementation in 
production, an effective series 
production monitoring system, 
requalification and continuous 
improvement (CIP) are 
indispensable. 

ArvinMeritor requires that its suppliers 
implement an appropriate systems and 
controls to ensure the 100% on-time 
delivery of conforming, defect free 
products to ArvinMeritor. 

We apply a zero-defects 
strategy to all of our 
business processes. 

Ĉpk of 1.67 being the ultimate goal 
for John Deere suppliers to assure a 
high level of defect free product. 

          
 
Quality system 
requirements 

TS 16949 Quality management 
system 
certification according ISO 
14001 or validation according to 
EMAS is required of companies 
using surface processing 
technology (galvanizing and 
painting systems) 
Quality advance planning 
(QAP) using the supplier quality 
readiness system (SQR) or 
supplier has to use a quality 
advance plan according TS 
16949 and QS 9000 (APQP) 

TS 16949   Quality management 
system 
Production Part Approval Process 
(PPAP) 
Advanced Product Quality Plan 
(APQP) 
Failure Mode And Effective Analysis 
(FMEA) 
Measurement System Analysis (MSA) 
Statistical Process Control (SPC) 
according AIAG reference manual 

minimum ISO 9001:2008, 
adjusted to the international 
standard ISO/TS 
16949:2009, preferred are 
suppliers with 
environmental management 
system according ISO 
14001 
Advanced Product Quality 
Planning and Control plan 
/APQP) FMEA for design 
and process, control plan, 
Measurement system 
analysis (MSA) 

JD encourage our supply chain to 
become compliant to the international 
automotive management standard 
ISO/TS 16949. This manual (JDS-
G223) represents the minimum 
requirements for JD. 

          
 
Reference to 
international 
standards 
 

VDA, AIAG, FIEV, ANFIA, 
SMMT, IPC, MDSystem, 
EMAS, Din EN 10204-3.1, ISO 
14001 

AIAG, TS 16949, ISO 9001, ISO 
14001, ELV Directive 2000/53EC 

VDA, TS 16949,  TS 16949, AIAG 
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Legal 
requirements 

The supplier shall be informed 
of all national/international 
standards that impact his 
contract products. 

comply with all applicable 
government statutes, regulations 
and standards related to motor 
vehicle safety and emissions 
(e.g. US FMVSS safety 
standard, 49 USC 301) 

PPAP documentation requires beside 
others the confirmation of compliance with 
legal requirements. 

commitment of the top management 
to communicate the importance of 
regulatory and legal requirements 

 
Production Process 
Monitoring 

Brose requires an effective 
series production monitoring 
system, Brose reserves the 
right to perform process audits 
regularly. the supplier must 
test  and record the ongoing 
adherence to he specified 
values for characteristics that 
are important and/or critical to 
safety during series production 

systematic suppliers 
manufacturing process review,  
Suppliers are required to meet 
the process capability 
requirements as defined in the 
AIAG PPAP and SPC reference 
manual. Capability indices has 
to be achieved and improved 
throughout production. 

For CC, SC and WSC characteristics proof 
of preliminary process capability (see 
section 5.9) and monitoring of process 
capability during mass production (see 
section 7.2) is required. In the control plan 
process monitoring 
instructions and inspection plans shall be 
defined and used continually. Process 
capability shall be calculated on a regular 
basis. The documentation for this must be 
completely available. 

A supplier shall determine and 
implement measurements necessary 
to monitor processes critical to 
customer satisfaction. Review of 
process monitoring techniques shall 
be made available to John Deere 
personnel upon request. This 
section not only applies to 
manufacturing processes, but also 
business processes that are critical 
to customer satisfaction 

 
Project 
management 
process 

The supplier is obligated to 
operate a functioning project 
management beginning in the 
planning phase of products, 
processes and other cross-
departmental tasks. 

no specific statement The Advanced Quality Planning program 
covers the stages from development to 
mass production. It requires a cross 
functional team that includes all main 
departments such as Sales, Engineering, 
Production Engineering, Manufacturing, 
Purchasing and Quality Assurance. 

An effective and structured product 
realization planning process shall 
result in the determination of: 
• The quality objectives for the 
product or service; 
• The need to develop specific 
processes, resources, facilities, and 
documentation; and 
• Verification and validation 
activities and the criteria for 
acceptability. 
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Automotive Spice 
requirements 

min level 2 or customer target if 
higher 

no specific requirement no specific requirement no specific requirement 

          
 
Continuous 
improvement 

Brose requires a “zero error 
target“ from its suppliers. In 
order to pursue this zero error 
target, a direct quality advance 
plan, implementation in 
production, an effective series 
production monitoring system, 
requalification and continuous 
improvement (CIP) are 
indispensable. 

The supplier shall improve continually 
quality, delivery, cost and other service 
provided. The objective and targets 
should be established based upon (at 
minimum) business plans, management 
systems, product quality, process 
capability and customer satisfaction 
goal. 

The supplier should develop 
specific action plans for 
continual improvement in 
processes 
that are most important to 
the customer once those 
processes have demonstrated 
stability 
and acceptable capability. 
These processes can be 
selected and monitored 
using the 
quality operating system 
(QOS). 

top management commitment to 
continuous improvement 
Evidence shall demonstrate the use of 
data, past experience, and lessons 
learned to show continuous 
improvement of the quality 
management system. 

          
 
Supplier audit 

supplier shall assure that Brose 
have access to its operating 
facilities and systems to inspect 
the supplier's quality 
management system 

ARM, an approved 3rd party 
representative or ARM's customer 
should have the right to verify , at the 
supplier premises that the product and 
subcontracted products are conform to 
specified requirements 

If instances require, Webasto 
audits the supplier’s 
processes. Typical reasons 
may be launches of new 
products, engineering 
changes, or insufficient 
performance of the supplier. 
Also it is usual to repeat the 
evaluation of the production 
processes on a regular basis. 

JD will perform a Supplier Quality 
System Audit as part of the supplier 
assessment 
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Supplier 
qualification 

Brose will perform technology 
audits at each new supplier or 
suppliers facility 

10 criteria mentioned as a basis 
requirements for supplier e.g.  
system to deliver defect free 
products 
evidence to follow AIAG APQP 
and PPAP 
utilize appropriate statistical 
techniques for SPC 
develop and implement a 
documented quality system…. 

evaluation by Webasto 
purchasing and Webcast 
supplier audit has to be passed 
successfully-> Approved 
supplier list 

This Red Flags Survey is 
designed for a first time visit to a 
potential direct or indirect 
material supplier to evaluate their 
in-house quality system and 
decide if they are advanced 
enough to be considered as a 
potential supplier for John Deere. 

 
Supplier 
evaluation 

The supplier performance is 
evaluated on quality, project 
management, logistics and by 
Brose purchasing. Below A 
grading supplier must create and 
implement an action plan  

Key supplier score card on 
continuous improvement , total 
cost management, operational 
excellence, globalization and 
technology 

Rating is done on  quality 
performance, rating of the 
efficiency of problem solving 
methods, logistic performance 
and escalation. 

John Deere " Achieving 
Excellence Process" 

 
sub suppliers 

Supplier must develop the QM 
system of his advance suppliers 
to meet TS 16949 requirements 

Each AEM supplier is responsible 
for the control and continuous 
improvement of its supplier.  

The supplier has to assure the 
effectiveness of sub-
contractors quality 
management system in 
accordance  with the 
principles and rule of ISO/TS 
16949:2009; the supplier is 
further required to regularly 
conduct product, process and 
system audits with the 
subcontractor. 

John Deere expects our suppliers 
to obtain appropriate data and 
apply statistical and problem 
solving techniques to solve 
specific problems and to drive 
continuous improvement 
activities.   
The supplier shall analyze the 
following: 
• Achieving Excellence results 
• Internal and external product 
failures (including warranty) 
• Process or product quality 
trends 
• Supply chain (including sub tier 
supply chain) quality 
performance 
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Product or 
process changes 

supplier has to inform Brose 
about any product or process 
change in time to allow Brose all 
necessary actions (validation and 
long term test, approval by 
OEMs) 

notification prior to any change by 
ARM form, authorization from 
ARM required 

Changes on approved parts 
and processes require a 
customer notification 
according to procedure used 
for submitting samples. These 
changes shall not be 
implemented prior to their 
official approval from 
Webasto. 

A supplier shall request approval 
from John Deere before making 
changes to a specification or 
process for supplied products or 
services for any change that may 
impact safety, fit, form, function, 
performance, durability, or 
appearance per the following 
requirements listed in Table 
T.7.2.3.#1. 

 
Problem solving 
requirements 

Supplier shall respond 
immediately to complaints made 
by Brose. 8D repot with 
immediate action within 24 
hours. Cause of problem and 
corrective measure within 5 
calendar days 

supplier must have a defined  and 
structured process like 8D, Six 
Sigma, verification of root cause 
and validation of corrective action 
effectiveness 

delivery of defect free parts to 
webcast production line has 
highest priority, 8 D process is 
in place , point 1-3 should be 
delivered within 24 hours 

Suppliers shall investigate 
resolution to nonconformities 
using eight Corrective Action 
steps or Resolution Phases. (8D) 

 
Requalification 

Requalification has to be 
performed according the 
requirements of ISO7Ts 16949 
and QS 9000 

supplier shall inspect and test 
annually a sample of each active 
product supplied to assure 
conformance to all ARM specified 
requirements. These requirements 
have to be specified in the 
production control plan 

supplier shall verify on an 
annual basis that the products 
fulfills all Webasto's 
requirements by testing an 
agreed on quantity of random 
samples from series 
production. Test results must 
be documented and made 
available to Webasto in due 
time. This testing must be 
described in the control plan 

no specific requirement 
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